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This report certifies that the candidate listed below has taken a State of Nevada Real Estate licensing examination and
achieved the results detailed below.


State of Nevada Real Estate 
Candidate I.D.#:   647671448 
EXAM DATE:  04/28/2016 
EXAM: NV Sales


Chad Golondria 
5961 Colonial Way


Las Vegas,  Nevada 89148


The following is an analysis of your examination:
Portion NV Salesperson - State


Topic # Questions # Correct


Commission Duties and Powers 2 2
Licensing 4 2
Property Disclosures 8 7
Recordkeeping 2 1
Contracts 9 9
Advertising 4 3
Brokerage/Agency 10 8
Special Topics 1 1


RESULT ** PASS ** Total: 40 33


Congratulations! You have passed the NV Sales Examination.


If you need to register for another examination, you may visit our website at www.psiexams.com or
call PSI at 1-800-733-9267 the next business day or later to register with a Visa or Mastercard.


This exam was delivered by PSI Services LLC.  ( www.psiexams.com )







This report certifies that the candidate listed below has taken a State of Nevada Real Estate licensing examination and
achieved the results detailed below.


State of Nevada Real Estate 
Candidate I.D.#:   953498312 
EXAM DATE:  03/11/2016 
EXAM: NV Time Share


Chantel Emig
98037 Graves Ave.


Las vegas,  Nevada 89131


The following is an analysis of your examination:
Portion TIME SHARE


Topic # Questions # Correct


Licensing and Registration 10 8
Definitions and Terminology 12 10
Required Disclosures 9 6
Time Share Contracts 3 2
Fair Housing Laws 2 0
Handling Deposits and Other Trust Monies 4 4
Ownership Interests in Time Shares 9 8
Time Share Financing 3 1
Advertising, Marketing and Promo Meetings 8 3


RESULT ** FAIL ** Total: 60 42


To achieve a passing score on this examination you must have had 45 correct answers.


If you need to register for another examination, you may visit our website at www.psiexams.com or
call PSI at 1-800-733-9267 the next business day or later to register with a Visa or Mastercard.


This exam was delivered by PSI Services LLC. ( www.psiexams.com )












  


PSI Site Monitoring Check-List 
 
Location:  Date:  Monitored By:  


Exam center 
easy to find: 


 Parking 
adequate: 


 


PSI’s 800 number prominently displayed 
on exterior entrance to examination 
center: 


 


PSI signage clearly displayed on exterior 
of building. 


 


Name of proctor:  Proctor on time:  


Office equipment check. 


Phone works properly:  Can receive and send faxes:  


Shredder operational:  Printer operational and fast:  


Office furniture check:  the following furniture exists and is in good condition. 


Waiting room chairs:  Proctor desk:  


Coat rack:  File cabinet with a lock:  


Server cabinet with lock:  Candidate chairs:  


Candidate desks:  Candidate cubicles:  


Cubicles clearly 
numbered: 


 Rules posted in cubicles:  


Proctor personal items displayed 
inappropriately: 


 


Check-in procedures.  


 Orderly and efficient:  


Signature’s and two forms of ID 
required: 


 


 Calculators checked:  


Prohibited items identified and 
handled appropriately: 


 


Distribution of exam materials to each candidate (where applicable). 


Scratch paper:  Fact Sheets:  


Examination Review Sheet:  Figure Booklets:  


Set of Plans:  


Quality of testing environment. 


Cleanliness and appearance 
of facility: 


 Quiet:  


Comfortable:  Secure:  


Orderly  Air temperature:  


Total number of candidates testing:  


Any technical difficulties:  


Any disruptions:  


Any improper or unusual conduct by 
candidates: 


 


Quality of monitoring by proctor: 


Proctor’s attitude toward 
candidates: 


 Visual observation of 
exam takers: 


 


Use of sound monitor:  Monitoring breaks:  


Responsiveness of proctor 
to candidate queries: 


 







Security of exam materials (where applicable). 


Scrap paper  
 Returned from each candidate: 


 


Examination Review Sheet 
 Returned from each candidate: 
 Inventory checked: 


 


Fact Sheets  
 Returned from each candidate: 
 Inventory checked: 


 


Figure Booklets  
 Returned from each candidate: 
 Inventory checked: 


 


Set of Plans 
 Returned from each candidate: 
 Inventory checked: 


 


Examination score reports print properly:  


Camera working properly and picture clear:  


Examination review worked properly:  


Summary/Comments: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Suggested follow-up: 
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EXAMINATIONS BY PSI  
 
 
This Candidate Information Bulletin provides you with 
information about the examination and application process 
for becoming licensed as a real estate salesperson or broker 
in the State of Nevada.  
 
Nevada state laws stipulate that a person may not act as a 
real estate broker, broker-salesman, or salesman without first 
obtaining a license issued by the Nevada Real Estate Division.  
To be licensed, you must pass an examination to confirm that 
you have attained at least a minimum level of knowledge 
regarding the principles, practices, statutes, and regulations 
relating to real estate.   
 
The Nevada Real Estate Division has contracted with PSI to 
conduct its examination program.  PSI provides examinations 
through a network of computer examination centers in 
Nevada.  PSI works closely with the State to be certain that 
examinations meet local as well as national requirements in 
basic principles and examination development standards. 
 
The following are the Nevada real estate licensing 
examinations offered by PSI: 
 


 Real Estate Salesperson 
 Real Estate Broker 


 
All questions and requests for information about examinations 
should be directed to: 
  


PSI Services LLC 
3210 E Tropicana Ave 
Las Vegas, NV  89121 


(800) 733-9267    Fax (702) 932-2666 
www.psiexams.com 


 
All question about applications for licensure should be 
directed to the: 
 


Nevada Real Estate Division 
Department of Business and Industry 


1179 Fairview Drive 
Carson City, Nevada  89701 


(775) 687-4280 x301 
 


OR 
 


Nevada Real Estate Division 
Department of Business and Industry 
2501 East Sahara Avenue, Suite 102 


Las Vegas, Nevada  89104-4137 
(702) 486-4033 x240 
www.red.state.nv.us 


 
 
 
 
 
 
 
 
 
 


GUIDELINES FOR LICENSE 
APPLICATION/QUALIFICATION 


 
To make the license qualification process go as smoothly as 
possible, be certain that you: 
 
1. Prepare for the examination by using the examination 


content outline in this Candidate Information Bulletin 
and the suggested study materials that cover the outline 
topics. 


2. Be sure to take proper identification with you to your 
scheduled examination appointment. 


3. Upon passing the examination, you may then submit the 
required license application documentation to the 
Nevada Real Estate Division. 


 


EXAMINATION REGISTRATION PAYMENT AND 
SCHEDULING PROCEDURES 


 
The Examination Registration Form is found at the end of this 
Candidate Information Bulletin.  You must pay at the time 
you register.  Be sure the registration form is complete, 
accurate, signed, and that you include the correct fee.  The 
registration form is valid for 1 examination.   
 


 
INTERNET REGISTRATION 


For the fastest and most convenient test scheduling process, 
PSI recommends that candidates register for their exams 
using the Internet.  In order to register over the Internet, 
candidates will need to have a valid credit card (Visa, 
MasterCard, American Express or Discover).  Candidates 
register online by accessing PSI’s registration website at 
www.psiexams.com.  Internet registration is available 24 
hours a day.   In order to register by Internet, complete the 
steps below: 


 Log onto PSI’s website and create an account.  You will 
be asked to put in your email address and the spelling of 
your name exactly as it is shown on your identification 
that will be presented at the examination site. 


 You will be asked to select the examination.  You will 
then enter your personal and contact information. You 
will then be ready to pay and schedule for the 
examination.  Enter your zip code and a list of the 
examination sites closest to you will appear.  Once you 
select the desired examination site, available dates will 
appear.   


EXAMINATION FEE 
 


Examination Both Portions  $100 
 
The fee is $100 for the 2 examination portions, 
regardless if you take 1 or both examination portions.  
Examination retakes are $100 for 1 or both 
examination portions. 
 
NOTE:  REGISTRATION FEES ARE NOT REFUNDABLE 
OR TRANSFERABLE. REGISTRATION FEES EXPIRE 
AFTER ONE YEAR OF REGISTERING. 
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TELEPHONE REGISTRATION 


For telephone registration, you will need a valid credit card 
(Visa, MasterCard, American Express or Discover). Call (800) 
733-9267 and speak to a PSI registrar Monday through Friday 
between 4:30 am and 7:00 pm, or Saturday-Sunday between 
6:00 am and 2:30 pm, Pacific Time. 
 


STANDARD MAIL REGISTRATION 


Complete the PSI registration form (found at the end of this 
bulletin), and appropriate examination fee to PSI.  Payment 
of fees can be made by credit card (Visa, MasterCard, 
American Express or Discover), company check, cashier’s 
check or money order.  Make your check or money order 
payable to PSI and note your name on it in order to ensure 
that your fees are properly assigned.  CASH and PERSONAL 
CHECKS ARE NOT ACCEPTED. 


 


Please allow 2 weeks to process your registration. After 2 
weeks, you may go online or call PSI to schedule the 
examination. 


 
FAX REGISTRATION 


Complete the PSI registration form (found at the end of this 
bulletin), including your credit card number and expiration 
date. Fax the completed form to PSI (702) 932-2666.  Fax 
registrations are accepted 24 hours a day. 
 
Please allow 4 business days to process your Registration. 
After 4 business days, you may go online or call PSI to 
schedule the examination. 


 
RESCHEDULING AN EXAMINATION 


It is not possible to make a new examination appointment on 
the same day you have taken an examination; this is due to 
processing and reporting scores.  A candidate who tests 
unsuccessfully on a Wednesday can call the next day, 
Thursday, and retest as soon as Friday, depending upon space 
availability.  You may access a registration form at 
www.psiexams.com.  You may also call PSI at (800) 733-9267.   
 


CANCELING AN EXAMINATION APPOINTMENT 


You may cancel and reschedule an examination appointment 
without forfeiting your fee if your cancellation notice is 
received 2 days before the scheduled examination date.  For 
example, for a Monday appointment, the cancellation notice 
would need to be received by the close of business on the 
previous Wednesday. You may call PSI at (800) 733-9267 or go 
to our website at www.psiexams.com. 
 
Note:  A voice mail message is not an acceptable form of 
cancellation.  Please use the PSI Website or call PSI and 
speak to a Customer Service Representative.  
 


MISSED APPOINTMENT OR LATE CANCELLATION 


Your registration will be invalid, you will not be able to take 
the examination as scheduled, and you will forfeit your 
examination fee, if you: 


 Do not cancel your appointment 2 days before the 
schedule examination date; 


 Do not appear for your examination appointment; 
 Arrive after examination start time; 


 Do not present proper identification when you arrive for 
the examination. 


 
SPECIAL EXAMINATION ARRANGEMENTS 


All examination centers are equipped to provide access in 
accordance with the Americans with Disabilities Act (ADA) of 
1990, and every reasonable accommodation will be made in 
meeting a candidate’s needs.  Applicants with disabilities or 
those who would otherwise have difficulty taking the 
examination must fill out the form at the end of this 
Candidate Information Bulletin and fax to PSI (702) 932-2666.  
This form also includes out-of-state testing requests. 
 


EXAMINATION SITE CLOSING FOR AN EMERGENCY 


In the event that severe weather or another emergency 
forces the closure of an examination site on a scheduled 
examination date, your examination will be rescheduled.  PSI 
personnel will attempt to contact you in this situation.  
However, you may check the status of your examination 
schedule by calling (800) 733-9267.  Every effort will be made 
to reschedule your examination at a convenient time as soon 
as possible. You may also check PSI’s website at 
www.psiexams.com. 
 


SOCIAL SECURITY NUMBER CONFIDENTIALITY 


PSI will use your social security number only as an 
identification number in maintaining your records and 
reporting your examination scores to the state.  A Federal 
law requires state agencies to collect and record the social 
security numbers of all licensees of the professions licensed 
by the state.  If you elect not to disclose your social security 
number to PSI, please enclose a separate letter explaining 
this with your Examination Registration Form.  However, you 
must provide it to the state. 


WALK-IN EXAMINATIONS 


You are strongly encouraged to schedule an examination.  
However, you may take the examination as a walk-in 
candidate.  Walk-in examinations are available on a space-
available, “first-come”, “first-served” basis.  Walk-in 
candidates will only be admitted after all scheduled 
candidates have been admitted.  Because of seating 
limitations at examination centers, admission cannot be 
guaranteed to walk-in candidates.  There is an additional fee 
of $15 for walk-in candidates.  This fee may be paid with 
money order, company or cashier’s check at the examination 
center. Credit cards are not accepted. 
 
Note:  Walk-in registrations will not be available at the Elko 
site. 
 


EXAMINATION SITE LOCATIONS 
 
LAS VEGAS 
3210 E Tropicana Avenue 
Las Vegas, Nevada  89121 
From I-15 – Exit East on Tropicana, travel approximately 4 
miles, turn left on Mojave, turn right into the parking lot. 
 
From I-95 – Exit West on Tropicana, travel approximately 1 
mile, turn right on Mojave, turn right into the parking lot. 
 
From I-215 – Exit at McCarran Airport, go through the airport 
tunnel.  Take the Airport Bypass towards Swenson St.  Turn 
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right on Tropicana, travel East approximately 2 miles, turn 
left on Mojave, turn right into the parking lot.  
 
RENO 
Airport Plaza Office Building 
1755 E Plumb Lane Ste 108 
Reno, Nevada  89502 
Take I-80 towards Reno. Take the US-395 exit south towards 
Carson City, exit #15. Continue on US-395 to Plumb Lane 
offramp. Turn left on to Plumb Lane.  The center will be on 
the left hand side, on the corner of Terminal and Plumb 
Lane.  
 
ELKO 
225 Silver Street Ste 102 
Elko, Nevada  89801 
From I-80, take the Mountain City exit towards downtown 
Elko, exit #303. Turn right on Mountain City and continue on 
Mountain City Highway. Continue on Silver Street until you 
reach the destination. 
 
Additionally, PSI has examination centers in many other 
regions across the United States. You may request to take 
this examination at any of these locations by submitting 
the Out-of-State Testing Request form at the end of this 
document. 
 


REPORTING TO THE EXAMINATION SITE 
 
On the day of the examination, you should arrive at least 30 
minutes before your appointment.  This extra time is for sign-
in, identification, and familiarizing you with the examination 
process.  If you arrive late, you may not be admitted to the 
examination site and you will forfeit your examination 
registration fee. 


 


REQUIRED IDENTIFICATION AT EXAMINATION SITE 


You must provide 2 forms of identification.  One must be a 
VALID form of government issued identification (driver’s 
license, state ID, passport, military ID), which bears your 
signature and has your photograph.  The second ID must have 
your signature and preprinted legal name.  All identification 
provided must match the name on the Examination 
Registration Form. 
 
If you cannot provide the required identification, you must 
call (800) 733-9267 at least 3 weeks prior to your scheduled 
appointment to arrange a way to meet this security 
requirement.  Failure to provide all of the required 
identification at the time of the examination without 
notifying PSI is considered a missed appointment, and you 
will not be able to take the examination. 
 


SECURITY PROCEDURES 


The examinations will be CLOSED book.  You will NOT be 
allowed to bring any reference materials to the examination. 
 
The following security procedures will apply during the 
examination: 
 


The following items are not permitted in the examination 
room: 
 All personal electronic devices, except those that are a 


medical necessity. 
 Children, guests, cellular telephones, personal digital 


assistants (PDAs), recording devices, cameras, pagers, 
purses, notebooks, notebook computers, reference or 
reading material, music players, radios, electronic 
games, or briefcases. 


 Personal items including watches, backpacks, pens, 
pencils, or other writing devices, food, drinks (unless 
prior approval is obtained by your regulatory entity) and 
good-luck items. 


 Hats, baseball caps, or visors (with the exception of 
religious apparel), coats, shawls, hooded clothing, heavy 
jackets or overcoats. 


 
The following security procedures will apply during the 
examination: 
 NO conversing or any other form of communication 


among candidates is permitted once you enter the 
examination area. 


 Only non-programmable calculators that are silent, 
battery-operated, do not have paper tape printing 
capabilities, and do not have a keyboard containing the 
alphabet will be allowed in the examination site. 


 No smoking, eating, or drinking will be allowed at the 
examination site. 


 You may not exit the building during the examination. 
 Copying or communicating examination content is a 


violation of PSI security policy and the State Law.  Either 
one may result in the disqualification of examination 
results and may lead to legal action. 


 


REVIEW OF EXAMINATION QUESTIONS 


PSI, in cooperation with the Nevada Real Estate Division, will 
be consistently evaluating the examinations being 
administered to ensure that the examinations accurately 
measure competency in the required knowledge areas.  
Comments may be entered on the computer keyboard during 
the examination.  Your comments regarding the questions and 
the examinations are welcomed.  Comments will be analyzed 
by PSI examination development staff.  While PSI does not 
respond to individuals regarding these comments, all 
substantive comments are reviewed.  If a discrepancy is 
found during the comment review, PSI and the department 
may re-evaluate candidates’ results and adjust them 
accordingly.  This is the only review of examination 
materials available to candidates. 
 
 


TAKING THE EXAMINATION BY COMPUTER 
 
Taking the PSI examination by computer is simple.  You do 
not need any computer experience or typing skills.  You will 
use fewer keys than you use on a touch-tone telephone.  All 
response keys are colored and have prominent characters.  An 
illustration of the special keyboard is shown here. 
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IDENTIFICATION SCREEN 


You will be directed to a semiprivate testing station to take 
the examination.  When you are seated at the testing station, 
you will be prompted to confirm your name, identification 
number, and the examination for which you are registered. 
 


TUTORIAL 


Before you start your examination, an introductory tutorial to 
the computer and keyboard is provided on the computer 
screen.  The time you spend on this tutorial (up to 15 
minutes) DOES NOT count as part of your examination time.  
Sample questions are included as part of the tutorial so that 
you may practice using the keys, answering questions, and 
reviewing your answers. 
 
One question appears on the screen at a time.  During the 
examination, minutes remaining will be displayed at the top of 
the screen and updated as you record your answers. 
 


EXAMINATION QUESTION EXAMPLE 


During the examination, you should press 1, 2, 3, or 4 to 
select your answer or press “MARK” to mark it for later 
review.  You should then press “ENTER” to record your 
answer and move on to the next question.  A sample question 
display follows: 


 


IMPORTANT:  After you have entered your responses, you will 
later be able to return to any question(s) and change your 
response, provided the examination time has not run out. 


 


SCORE REPORTING 
 
In order to pass the examinations, you must achieve a 
minimum score of 75%.  Your score will be given to you 
immediately following completion of the examination.  The 
following summary describes the score reporting process: 


 
 On screen – your score will appear immediately on the 


computer screen.  This will happen automatically at the 
end of the time allowed for the examination. 
- If you pass, you will immediately receive a 


successful notification. 
- If you do not pass, you will immediately receive an 


unsuccessful notification on the screen along with a 
diagnostic report indicating your strengths and 
weaknesses by examination portion.   


 
DUPLICATE SCORE REPORTS 


You may request a duplicate score report after your 
examination by emailing scorereport@psionline.com or by 
calling 800-733-9267.     
 
 


TIPS FOR PREPARING FOR YOUR LICENSE 
EXAMINATION 


 
The following suggestions will help you prepare for your 
examination. 
 
 Planned preparation increases your likelihood of passing. 
 Start with a current copy of this Candidate Information 


Bulletin and use the examination content outline as the 
basis of your study. 


 Read study materials that cover all the topics in the 
content outline. 


 Take notes on what you study.  Putting information in 
writing helps you commit it to memory and it is also an 
excellent business practice.  Underline or highlight key 
ideas that will help with a later review. 


 Discuss new terms or concepts as frequently as you can 
with colleagues.  This will test your understanding and 
reinforce ideas. 


 Your studies will be most effective if you study 
frequently, for periods of about 45 to 60 minutes.  
Concentration tends to wander when you study for longer 
periods of time. 


 
 


EXAMINATION STUDY MATERIALS 
 
The following is a list of possible study materials for the real 
estate examinations.  The list is given to identify resources and 
does not constitute an endorsement by PSI or by the Nevada 
Real Estate Division.  Use the latest edition available. 
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NATIONAL PORTION FOR SALESPERSON AND BROKER 


 Real Estate Fundamentals, 9th Edition, Gaddy and Hart, 
Dearborn Real Estate Education, (800) 972-2220, 
www.dearborn.com 


 Modern Real Estate Practice, 18th Edition, Galaty, 
Allaway, and Kyle, Dearborn Real Estate Education, (800) 
972-2220, www.dearborn.com 


 Real Estate Law, 8th Edition, 2013, Elliot Clayman, 
Dearborn Real Estate Education, (800) 972-2220, 
www.dearborn.com 


 The Language of Real Estate, 7th Edition, 2013, John 
Reilly, Dearborn Real Estate Education, (800) 972-2220, 
www.dearborn.com 


 Real Estate Principles & Practices, 8th Edition, Arlyne 
Geschwender, OnCourse Publishing, N19W24075 
Riverwood Drive, Suite 200, Waukesha, WI 53188, 855-
733-7239, www.oncoursepublishing.com   


 Real Estate Principles, 12th Edition, Charles Jacobus, 
OnCourse Publishing, N19W24075 Riverwood Drive, Suite 
200, Waukesha, WI 53188, 855-733-7239, 
www.oncoursepublishing.com 


 
STATE PORTION FOR SALESPERSON AND BROKER 
 
 Nevada Revised Statutes, Chapters 113, 116, 119, 119A, 


645 and Nevada Administrative Codes, Chapters 113, 116, 
119, 119A, 645 


 
Many of these reference materials are available for 
purchase at www.psionlinestore.com or by calling the PSI 
Online Store, toll-free, at (866) 589-3088.  
 
Titles currently in stock are listed on the order form near 
the end of this candidate information bulletin.  


 
 


Now you can take the practice exam online at 
www.psiexams.com to prepare for your Nevada 


Salesperson Real Estate Examination. 
 
Please note that practice exams are intended only to help 
testing candidates become familiar with the general types of 
questions that will appear on a licensing examination. They 
ARE NOT a substitute for proper education and study.  
Furthermore, scoring well on the practice exam does not 
guarantee a positive outcome on an actual licensing 
examination. 
 
Note:  You may take the practice exams an unlimited number 
of times; however, you will need to pay each time. 
 
 


DESCRIPTION OF EXAMINATIONS 
 
Nevada allows any candidate who passes either the national 
or state portion of the examination to retake only the portion 
of the test they failed.  However, in order to meet Nevada 
licensure requirements, you must pass both portions (state 
and national) within a 1 year period immediately preceding 
your application for your real estate license.  A candidate 
who has not attempted the failed examination portion within 
the required time limit must reregister for, and pass, the 


entire examination.  Failing candidates will 


not be required to repeat any educational requirements to 
retake the examination.  
 


EXAMINATION SUMMARY TABLE 


Examination Portion # of Items Time Allowed 


Salesperson National 80 120 minutes 


 State 40 60 minutes 


 Both 120 180 minutes 


Broker National 80 120 minutes 
 State 48 60 minutes 
 Both 128 180 minutes 


 
EXPERIMENTAL ITEMS 


In addition to the number of examination items specified, a 
small number of five to ten “experimental” questions may be 
administered to candidates during the examinations.  These 
questions will not be scored and the time taken to answer 
them will not count against examination time.  The 
administration of such non-scored experimental questions is 
an essential step in developing future licensing examinations. 


 


CONTENT OUTLINES 


The examination content outlines have been prepared and 
are periodically updated by committees of professionals who 
are subject matter experts in real estate practice, real estate 
instruction, and regulatory issues.  The examination content 
outlines these professionals have prepared identify areas of 
importance to licensees in order for them to perform their 
duties to the public in a competent and legally responsible 
manner. 
 
Use the outline as a guide for pre-examination review course 
material.  The outlines list the topics that are on the 
examination and the number of questions for each topic.  Do 
not schedule your examination until you are familiar with the 
topics in the outline. 
 
NATIONAL PORTION CONTENT OUTLINE 


 
 (REAL ESTATE PRINCIPLES AND PRACTICES) 


CONTENT OUTLINE  
 


Property ownership (Salesperson 7 items/Broker 6 items) 
 


1. Classes of property 
a. Real versus personal property 
b. Defining fixtures 


2. Land characteristics and legal descriptions 
a. Physical characteristics of land  
b. Economic characteristics of land 
c. Types of legal property descriptions 
d. Usage of legal property descriptions 
e. Physical descriptions of property and 


improvements 
f. Mineral, air and water rights 


3. Encumbrances and effects on property ownership 
a. Liens (types and priority)  
b. Easements and licenses 
c. Encroachments 


4. Types of ownership 
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a. Types of estates 
b. Forms of ownership 
c. Leaseholds  
d. Common interest ownership properties 
e. Bundle of rights 


 
Land use controls and regulations (Salesperson 5 
items/Broker 5 items) 


1. Government rights in land 
a. Property taxes and special assessments 
b. Eminent domain, condemnation, escheat 
c. Police power 


2. Public controls based in police power 
a. Zoning and master plans 
b. Building codes 
c. Environmental impact reports 
d. Regulation of special land types (floodplain, 


coastal, etc.) 
3. Regulation of environmental hazards 


a. Abatement, mitigation and cleanup 
requirements 


b. Restrictions on sale or development of 
contaminated property  


c. Types of hazards and potential for agent or 
seller liability 


4. Private controls 
a. Deed conditions or restrictions 
b. Homeowners association (HOA) regulations 


 
Valuation and market analysis (Salesperson 8 items/Broker 
6 items) 


1. Value 
a. Market value and market price 
b. Value 


i. Types and characteristics of value  
ii. Principles of value 
iii. Market cycles and other factors affecting 


property value 
2. Methods of estimating value/appraisal process 


a. Market or sales comparison approach 
b. Replacement cost or summation approach 
c. Income approach 
d. Basic appraisal terminology (e.g., replacement 


versus reproduction cost, reconciliation, 
depreciation, kinds of obsolescence) 


3. Competitive/Comparative Market Analysis (CMA) 
a. Selecting and adjusting comparables 
b. Contrast CMA and appraisal 


i. Price per square foot 
ii. Gross rent and gross income multipliers 
iii. Capitalization rate 


4. Appraisal practice; situations requiring appraisal by 
a certified appraiser 


 
Financing (Salesperson 6 items/Broker 7 items) 
 


1. General concepts 
a. LTV ratios, points, origination fees, discounts, 


broker commissions 
b. Mortgage insurance (PMI) 
c. Lender requirements, equity, qualifying buyers, 


loan application procedures 
2. Types of loans and sources of loan money 


a. Term or straight loans 
b. Amortized and partially amortized (balloon) 


loans 


c. Adjustable rate mortgage (ARM) loans  
d. Conventional versus insured 
e. Reverse mortgages; equity loans; subprime and 


other nonconforming loans 
f. Seller/owner financing 
g. Primary market 
h. Secondary market  
i. Down payment assistance programs 


3. Government programs 
a. FHA 
b. VA 
c. Other federal programs 


4. Mortgages/deeds of trust 
a. Mortgage clauses (assumption, due-on-sale, 


alienation, acceleration, prepayment, release) 
b. Lien theory versus title theory 
c. Mortgage/deeds of trust and note as separate 


documents 
5. Financing/credit laws 


a. Lending and disclosures 
i. Truth in lending 
ii. RESPA 
iii. Integrated Disclosure Rule (TRID)* 
iv. Equal Credit Opportunity 


b. Fraud and lending practices   
i. Mortgage fraud 
ii. Predatory lending practices (risks to clients) 
iii. Usury lending laws 
iv. Appropriate cautions to clients seeking 


financing 
*The new TRID rule regarding the integrated loan 
estimate and  closing disclosure forms took effect on 
October 3, 2015.  


 
General principles of agency (Salesperson 10 items/Broker 
11 items) 


1. Nature of agency relationships 
a. Types of agents and agencies (special, general, 


designated, subagent, etc.) 
b. Nonagents (transactional/facilitational) 
c. Fiduciary responsibilities 


2. Creation and disclosure of agency and agency 
agreements (general, not state specific) 
a. Agency and agency agreements 
b. Disclosure when acting as principal or other 


conflict of interest  
3. Responsibilities of agent/principal 


a. Duties to client/principal (buyer, seller, tenant 
or landlord) 


b. Traditional common law agency duties; effect of 
dual agency on agent’s duties 


4. Responsibilities of agent to customers and third 
parties, including disclosure, honesty, integrity, 
accounting for money 


5. Termination of agency 
a. Expiration 
b. Completion/performance 
c. Termination by force of law 
d. Destruction of property/death of principal 
e. Mutual agreement 


 
Property condition and disclosures (Salesperson 8 
items/Broker 9 items) 
 


1. Property condition disclosure  
a. Property owner’s role regarding property 


condition 
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b. Licensee’s role regarding property condition 
2. Warranties 


a. Purpose of home or construction warranty 
programs 


b. Scope of home or construction warranty 
programs 


3. Need for inspection and obtaining/verifying 
information 
a. Explanation of property inspection process and 


appropriate use 
b. Agent responsibility to inquire about “red flag” 


issues 
c. Responding to non-client inquiries 


4. Material facts related to property condition or 
location 
a. Land/soil conditions 
b. Accuracy of representation of lot or 


improvement size, encroachments or easements 
affecting use 


c. Pest infestation, toxic mold and other interior 
environmental hazards 


d. Structural issues such as roof, gutters, 
downspouts, doors, windows, foundation 


e. Condition of electrical and plumbing systems, 
and of equipment or appliances that are fixtures 


f. Location within natural hazard or specifically 
regulated area, potentially uninsurable property 


g. Known alterations or additions 
5. Material facts related to public controls, statutes of 


public utilities 
a. Zoning and planning information 
b. Boundaries of school/utility/taxation districts, 


flight paths 
c. Local taxes and special assessments, other liens 
d. External environmental hazards  
e. Stigmatized/psychologically impacted property, 


Megan’s Law issues 
 
Contracts (Salesperson 11 items/Broker 12 items) 
 


1. General knowledge of contract law 
a. Requirements for validity 
b. When contract is considered 


performed/discharged 
c. Assignment and novation 
d. Breach of contract and remedies for breach 
e. Contract clauses  


2. Listing agreements 
a. General requirements for valid listing 
b. Exclusive listings 
c. Non-exclusive listings 


3. Buyer/tenant representation agreements, including 
key elements and provisions of buyer and/or tenant 
agreements 


4. Offers/purchase agreements 
a. General requirements 
b. When offer becomes binding (notification) 
c. Contingencies 
d. Time is of the essence 


5. Counteroffers/multiple counteroffers 
a. Counteroffer cancels original offer 
b. Priority of multiple counteroffers 


6. Leases 
a. Types of leases, e.g., percentage, gross, net, 


ground 
b. Lease with obligation to purchase or lease with 


an option to purchase 


7. Other real estate contracts 
a. Options 
b. Right of first refusal  


 
Transfer of title (Salesperson 5 items/Broker 5 items) 
 


1. Title insurance 
a. What is insured against 
b. Title searches, title abstracts, chain of title 
c. Cloud on title, suit to quiet title 


2. Deeds 
a. Purpose of deed, when title passes 
b. Types of deeds (general warranty, special 


warranty, quitclaim) and when used 
c. Essential elements of deeds 
d. Importance of recording 


3. Escrow or closing; tax aspects of transferring title to 
real property 
a. Responsibilities of escrow agent 
b. Prorated items 
c. Settlement Statements 
d. Estimating closing costs 
e. Property and income taxes 


4. Special processes 
a. Foreclosure/short sale 
b. Real estate owned (REO) 


 
Practice of real estate (Salesperson 12 items/Broker 12 
items) 


1. Trust/escrow accounts (general, not state specific) 
a. Purpose and definition of trust accounts, 


including monies held in trust accounts 
b. Responsibility for earnest money or other trust 


monies, including commingling/conversion 
2. Federal fair housing laws 


a. Protected classes 
i. Covered transactions 
ii. Specific laws and their effects 


b. Compliance  
i. Types of violations and enforcement 
ii. Exceptions 


3. Advertising and technology 
a. Incorrect “factual” statements versus “puffing” 


i. Truth in advertising 
ii. Fair housing issues in advertising  


b. Fraud, technology issues 
i. Uninformed misrepresentation versus 


deliberate misrepresentation (fraud) 
ii. Technology issues in advertising and 


marketing 
4. Agent supervision and broker-associate relationship 


a. Liability/responsibility for acts of associated 
licensees (employees or independent 
contractors) and unlicensed employees 


b. Responsibility to train and supervise associated 
licensees (employees or independent 
contractors) and unlicensed employees 


5. Commissions and fees 
a. Procuring cause/protection clauses 
b. Referrals and other finder fees 


6. General ethics 
a. Practicing within area of competence 
b. Avoiding unauthorized practice of law 


7. Antitrust laws 
a. Antitrust laws and purpose 
b. Antitrust violations in real estate 
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Real estate calculations (Salesperson 6 items/Broker 4 
items) 


1. Basic math concepts 
a. Area 
b. Loan-to-value ratios 
c. Discount points 
d. Equity 
e. Down payment/amount to be financed 


2. Calculations for transactions, including mortgage 
calculations 


3. Property tax calculations 
4. Prorations (utilities, rent, property taxes, insurance, 


etc.) 
a. Commission and commission splits 
b. Seller’s proceeds of sale 
c. Transfer tax/conveyance tax/revenue stamps 
d. Amortization tables 
e. Interest rates 
f. Interest amounts 
g. Monthly installment payments 
h. Buyer qualification ratios 


5. Calculations for valuation 
a. Competitive/comparative market analyses 


(CMA) 
b. Net operating income 
c. Depreciation 
d. Capitalization rate 
e. Gross rent and gross income multipliers (GRM, 


GIM)  
 


Specialty areas (Salesperson 2 items/Broker 3 items) 
 


1. Subdivisions, including development-wide CC & Rs 
2. Commercial, industrial and income property 


a. Trade fixtures 
b. Accessibility 
c. Tax depreciation 
d. 1031 exchanges 
e. Trust fund accounts for income property 


 
 
STATE-SPECIFIC PORTION  
 
Nevada’s main Real Estate Laws and Real Estate Division 
Rules are found in the Nevada Revised Statutes (NRS) Chapter 
645 and Nevada Administrative Codes (NAC) Chapter 645 
which deal exclusively with real estate.  Knowledge of 
Nevada legislation and rules governing fair housing, 
subdivisions and time shares is also required.  These issues 
are addressed in NRS and NAC 113, 116, 119, and 119A. 
 
STATE CONTENT OUTLINE   
 
Commission Duties and Powers (Salesperson 2 Items/Broker 
2 Items) 


1. Determining Misconduct, Investigations, Hearings, 
and Appeals 


2. Sanctions, License Suspension, Revocation, and 
Grounds for Discipline 


3. Real Estate Education, Research, and Recovery Fund 
4. Inspection of Records (Broker Only) 


 
Licensing (Salesperson 4 Items/Broker 6 Items) 
 


1. Types of Licensing and Activities Requiring a License 


2. Cooperative Certificates (Broker Only) 
3. Permits needed for Specialized Practice 
4. License Renewal, Changes in License, Terminations, 


and Reasons for Denial 
5. Licensing Process and Requirements 
6. Branch Offices and License Display (Broker Only) 
7. Other situations affecting license, including: Felony 


Conviction, Failure to Pay Child Support, Non-
Compliance 


 
Property Disclosures (Salesperson 8 Items/Broker 8 Items) 
 


1. Seller's Real Property Disclosure 
2. Disclosure of Common-Interest Communities 
3. Disclosure of Material Facts 
4. Residential Disclosure Guide 


 
Record Keeping (Salesperson 2 Items/Broker 7 Items) 
 


1. Maintenance of Records 
2. Time to Keep Transaction Records 
3. When Salesperson Must Submit Records to Broker 
4. Trust Account Records and Management (Broker 


Only) 
5. Rules for Broker Price Opinions 


 
Contracts (Salesperson 9 Items/Broker 7 Items) 
 


1. Preparation and Handling of Documents, including: 
Offers, Contracts, and Project Documents 


2. Closing Statements 
3. Handling of Earnest Money Deposits 


 
Advertising (Salesperson 4 Items/Broker 5 Items) 
 


1. Print advertising 
2. Signs 
3. Social media and Internet 


 
Agency/Brokerage (Sales 10 Items/ Broker 12 Items) 
 


1. Broker/Salesperson Relationship; Broker Supervision 
of Licensees 


2. Commissions and all other Compensation 
3. Agency Disclosures, including: Nevada 


Duties Owed, Consent to Act, and Interest in 
Property 


4. Brokerage Agreements and Advance Fees 
5. Duties to Client, including: Area of Expertise, 


Responsibility to Represent Client, and Duty to 
Account for all Monies 


 
Special Topics (Salesperson 1 Item/Broker 1 Item) 
 


1. Subdivisions  
2. Time Shares 
3. Environmental Issues  
4. Leased Land 
5. Water Rights 
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SAMPLE QUESTIONS  


The following questions are offered as examples of the types of 
questions you will be asked during the course of the Nevada 
real estate salesperson and broker examinations.  They are 
intended primarily to familiarize you with the style and format 
of questions you can expect to find in the examinations.  The 
examples do NOT represent the full range of content or 
difficulty levels found in the actual examinations. 
 
SAMPLE SALESPERSON QUESTIONS 


A. Which of the following interests in property is held by a 
person who is granted a lifetime use of a property that 
will be transferred to a third party upon the death of the 
lifetime user? 


 1. A life estate. 
 2. A remainder estate. 
 3. An estate for years. 
 4. A reversionary estate. 
 
B. Which of the following statements BEST identifies the 


meaning of the term, “rescission of a contract”? 


 1. A ratification of a contract by all parties. 
 2. A return of all parties to their condition before the 


contract was executed. 
 3. A transfer or assignment of a particular responsibility 


from one of the parties to another. 
 4. A review of the contract by the legal counsel of either 


party that may result in a cancellation without 
penalty or further obligation. 


C. Which of the following clauses in a mortgage allows the 
lender to demand loan repayment if a borrower sells the 
property? 


 1. Defeasance 
 2. Prepayment 
 3. Acceleration 
 4. Alienation 


 
D. How much cash MUST a buyer furnish in addition to a 


$2,500 deposit if the lending institution grants a 90% loan 
on an $80,000 property? 


 1. $5,500. 
 2. $6,975. 
 3. $7,450. 
 4. None of the above. 
 


E. Which of the following single-family residences would 
get the MOST accurate appraisal by applying the 
reproduction cost approach to value? 


 1. A rental property. 
 2. A vacant property. 
 3. A new property. 
 4. An historic property. 


 
Answers to Sample Salesperson Questions: 
         A: 1; B: 2; C: 4; D: 1; E: 4 
 


SAMPLE BROKER QUESTIONS 
 
A. A real estate licensee acting solely as a seller's agent is 


MOST likely to be held liable for claims of 
misrepresentation by a buyer if the licensee committed 
which of the following acts in the course of the 
transaction? 


 1. Failed to provide previous purchase prices for the 
property. 


 2. Obeyed the seller's instructions to leave all 
discussions of property condition to the seller. 


 3. Continued to accept and present offers on the 
property after the seller accepted the buyer's offer. 


 4. Deposited the earnest money check in a personal 
account to clear before transferring it to the trust 
account. 


 
B. A lender wanting title insurance coverage on property 


pledged as collateral would ask for which of the 
following policies? 


 1. A mortgagee's policy. 
 2. An owner's policy. 
 3. An errors and omissions policy. 
 4. An extended homeowner’s policy. 
 
C. A business property is valued at $20,000.  To earn 12% 


on the total investment, the property should return a 
monthly income of 


1.  $200. 
2.  $500. 
3.  $1,200. 


 4. None of the above. 
 
D. A lender is making a loan on a property and wants to 


make sure that a borrower will be legally obligated to 
pay off the entire unpaid loan balance if the borrower 
defaults on the payments.  Which of the following 
clauses should be included in the contract? 


 1. Defeasance. 
 2. Prepayment. 
 3. Acceleration. 
 4. Due-on-sale. 
 
E. A financial arrangement by which a buyer purchases 


property using borrowed funds but does not actually 
receive title to the property until after the loan has 
been fully repaid is BEST referred to as a 


1. Leveraged sale. 
2. Sale and leaseback. 
3. Purchase money mortgage. 
4. Land contract. 


 
Answers to Sample Broker Questions: 
         A: 2; B: 1; C: 1; D: 3; E: 4 
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REAL ESTATE LICENSE APPLICATION 
INSTRUCTIONS  


 
After you have passed the Nevada Real Estate Examination, 
you must follow the guidelines described below to be licensed 
to sell real estate in the state of Nevada.    
 
All Applicants:  (originals only) 
1. Application must be notarized and completed by 


applicant (form #549). 
2. Two fingerprint cards processed by a government or law 


enforcement agency, within the last year. 
3. Original examination results: 


a. Pass Nevada State examination within last 12 
months. 


b. Pass national examination (from any state within last 
12 months). 


 
Salesperson: (copies accepted) 
1. Proof of pre-licensing education by transcripts, 


certificates, or licensing history. 
a. 45 hours or 3 college credits Real Estate Principles. 
b. 45 hours or 3 college credits Real Estate Law (must 


include 18 hours Nevada law). 
 
Broker/Salesperson: (copies of transcripts or certificates 
are acceptable; licensing histories must be an original 
document) 
1. Proof of pre-licensing education by transcripts, 


certificates, or licensing history (64 college credits). 
a. 45 hours or 3 college credits Real Estate Principles. 
b. 45 hours or 3 college credits Real Estate Law (must 


include 18 hours Nevada law). 
c. 45 hours or 3 college credits Real Estate Appraisal 


course. 
d. 45 hours or 3 college credits Broker Management 


course. 
e. 15 college credits in real estate related courses such 


as business or economics. 
f. 37 college level units. 


 
2. Experience may be used in place of education 


certificates (8 years = 64 college credits). 
a. For every 2 years of real estate licensed experience, 


Nevada will allow 16 college credits towards all 
education with the exception of 45 hours broker 
Management and 18 hours Nevada real estate law. 


b. Must show proof of full time experience.  Real estate 
license must be current.  Attach experience 
verification form #509 as well as a certified licensing 
history from any state.  Information must be less 
than 90 days old. 


 
Broker: 
1. See 1 and 2 of Brokers/Salesperson. 
2. Must furnish proof of 2 years of active fulltime 


experience within the last 4 years. 
3. Submit location of records (form #512). 
4. Complete confidential financial statement (form #558). 
5. Furnish proof of current 90-day average balance from 


current banking institution. 
6. Copy of filing from Secretary of State or County Clerks 


Office. 
 
Note: please submit two separate payments and attach to 


the application for the license.   


 
All passing candidates will receive the Licensing Application 
form and 2 finger print cards at the PSI examination center. 
OR 
PSI provides electronic fingerprint service at its examination 
centers and forwards the fingerprint electronically to the 
appropriate review agencies. If PSI is providing this service to 
you, please pay, via VISA or Mastercard, $58.25.  This 
payment includes the State processing fee (Nevada Highway 
Patrol) of $38.25, and the PSI processing fee of $20.00. 
 
Reno fingerprinting hours for walk-ins:  Tuesday, Thursday 
and Saturday from 9am-1pm.  Las Vegas fingerprinting hours 
for walk-ins:  Monday thru Saturday from 10:30am-12n.  
 
Complete and return all required forms to either of the 
Nevada Real Estate Division offices listed below.  Also all 
questions about applications for licensure should be directed 
here. 
 


Nevada Real Estate Division 
Department of Business and Industry 


1179 Fairview Drive 
Carson City, Nevada  89701 


(775) 687-4280 x301 
 


OR 
 


Nevada Real Estate Division 
Department of Business and Industry 
2501 East Sahara Avenue, Suite 102 


Las Vegas, Nevada  89104-4137 
(702) 486-4033 x240 
www.red.state.nv.us 







 


 


NEVADA REAL ESTATE LICENSING EXAMINATION 
REGISTRATION FORM 


 
Before you begin. . .  


 
Read the Candidate Information Bulletin before filling out this registration form.  You must provide all information requested and 
submit the appropriate fee.  PLEASE TYPE OR PRINT LEGIBLY.  Registration forms that are incomplete, illegible, or not accompanied 
by the proper fee will be returned unprocessed. Registration fees are not refundable or transferable. 
 


1.  Legal Name:                                


                                           Last Name                                                                 First Name                                      M.I. 


2.  Social Security:    -   -     (FOR IDENTIFICATION PURPOSES ONLY) 


 
3.  Mailing Address:                                


                                            Number, Street                                                                                                               Apt/Ste             


                          -      


                                           City                                                                               State      Zip Code   


4.  Telephone:    Home        -              Office        -      


 
5.  Birth Date:   -   -                       Birth Place                


                                            M   M       D   D        Y   Y                                                City                                                      State       


6.  Email: ____________________________________________@________________________________ 


     


7.  Examination: (Check one)  Salesperson – National and State $100  Broker – National and State $100    


  Salesperson – National Only $100  Broker – National Only $100 


  Salesperson – State Only $100  Broker – State Only $100 


  Pre-registered Walk-in ($15 in addition to Standard Registration) 


                          (Check one)  FIRST TIME  RETAKE 


     


8.  School Code:     See next page for codes.                


     


9.  Type of Schooling: (Check one)  Classroom  Correspondence 


  Internet  Computer Based Training (CBT) 


  Video   


     


10. Total Fee: $______________ 
You may pay by credit card, money order, cashier’s check or company check only.   
Cash and personal checks are not accepted.  Please make check or money order  
payable to PSI. 


If paying by credit card, check one:    VISA     MasterCard      American Express     Discover 


Card No: ______________________________________________________ Exp. Date: ________________________________  


Card Verification No: __________________ 
The card verification number may be located on the back of the card (the last   
three digits on the signature strip) or on the front of the card (the four digits to  
the right and above the card account number). 


Billing Street Address: _________________________________________________________ Billing Zip Code: __________________ 


Cardholder Name (Print):_____________________________________________ Signature:_______________________________________  


 
Please continue on the next page.


    







 


 
 


 


11.  I am enclosing a Special Arrangement Request form and required documentation.     Yes      No  
 



 


Check this box if you do not want PSI to share your information with third parties. Please note that PSI will NOT release social 
security numbers to 3rd parties. 


  
 


12. Affidavit:  I certify that the information provided on this registration form (and/or telephonically to PSI) is correct.  I understand 
that any falsification of information may result in denial of licensure.  I have read and understand the Candidate Information 
Bulletin. 


 


  


     Signature:_______________________________________________ Date:_________________________________  


 
IF YOU ARE REGISTERING BY MAIL OR FAX, SIGN AND DATE THIS REGISTRATION FORM ON THE LINES PROVIDED. 


 
Complete and forward this registration form with the applicable examination fee to: 


PSI Services LLC * ATTN:  Examination Registration  NV RE 
3210 E Tropicana Ave * Las Vegas, NV* 89121 


Fax (702) 932-2666 * (800) 733-9267 * TTY (800) 735-2929 * www.psiexams.com 


 
NEVADA SCHOOL CODE LIST 


 
 
 


0202   ABC Real Estate School 
0249   Allied Business Schools 
0236   American School of Real Estate Express 
0221   Avalon School of Real Estate 
0205   College of Southern Nevada 
0253   Great Basin College 
0223   Kaplan Professional Schools Nevada  
0208   Key Realty School 
0237   Nevada Real Estate Academy (formerly Americana Real Estate Academy) 
0210   Northern Nevada Real Estate School 
0234   Online Ed. Com 
0211   Pioneer School of Real Estate 
0229   Proschools Inc. 
0251   Real Estate Express a McKissock Company 
0213   Real Estate School of Nevada 
0216   Truckee Meadows College 
0219   Western Nevada College (Carson City) 


  







 


 
 


BOOKS AND MORE ARE NOW AVAILABLE AT THE PSI ONLINE STORE! 
 


To place an order for one or more of the following items listed, you may: 
 
 Order online at www.psionlinestore.com 
 
 Call the PSI Online store toll-free at (866) 589-3088 


 
Note: Prices are available online at www.psionlinestore.com 


 
 
 


 
Modern Real Estate Practice  


 
 


 
Real Estate Fundamentals  


 
 


 
The Language of Real Estate  


 
 


 
Real Estate Principles  


 
 


 
Real Estate Principles & Practices  


Please note: Inventory and pricing subject to change without notice. 
 
 


 You may also place a checkmark next to the items that you would like to order, and mail 
or fax this form to PSI (be sure to include your contact information).  A Customer 
Service Rep will call you to place the order. 


 


 
Mail or FAX to: 


PSI ** 3210 E Tropicana * Las Vegas * NV * 89121 (Attn Shipping) 
Fax (702) 932-2668 


 
Name_________________________________________________________________________________________ 
 
Address________________________________________________________________________________________ 
 
City______________________________________________________State______________________Zip________ 


 
Phone Number__________________________________________________________________________________ 


 







 


 
 


 


                    SPECIAL ARRANGEMENT REQUEST FORM  
 


 
All examination centers are equipped to provide access in accordance with the Americans with Disabilities Act (ADA) of 1990.  
Applicants with disabilities or those who would otherwise have difficulty taking the examination may request special examination 
arrangements.   
 
Candidates who wish to request special arrangements because of a disability should fax this form and supporting documentation 
to PSI at (702) 932-2666.   
 
Requirements for special arrangement requests 
 
You are required to submit documentation from the medical authority or learning institution that rendered a diagnosis.  
Verification must be submitted to PSI on the letterhead stationery of the authority or specialist and include the following: 
 
 Description of the disability and limitations related to testing 


 Recommended accommodation/modification 


 Name, title and telephone number of the medical authority or specialist 


 Original signature of the medical authority or specialist 
 
 


Date: _________________________________________________ 


 


SS#: __________________________________________________ 


 


Legal Name: ________________________________________________________________________________________________ 


                     Last Name                                                                    First Name                                       


 


Address: ___________________________________________________________________________________________________ 


          Street                                                                          City, State, Zip Code 
             


Telephone: (__________)  __________ - _______________          (__________)  __________ - _______________ 


                     Home                                                                           Work 
  


Email Address: ____________________________________________________________________________________________ 


 
 


Check any special arrangements you require (requests must concur with documentation submitted): 
  
   Reader (as accommodation for visual impairment 
      or learning disability) 


   Extended time 
      (Additional time requested:______________)     


  
   Large-print written examination    Other____________________________________ 


 
 


 
   Out-of-State Testing Request (this request does not 


 
               ____________________________________   


      require additional documentation) 
        
      Site requested:_______________________________ 


 


 
 
 


 Complete and fax this form, along with supporting documentation, to (702) 932-2666.  
 After 4 business days, please call (800) 367-1565, ext 6750 and leave a voice message.   
 PSI Special Accommodations will call you back to schedule the examination within 48 hours. 


 
DO NOT SCHEDULE YOUR EXAMINATION UNTIL THIS DOCUMENTATION HAS BEEN 


 RECEIVED AND PROCESSED BY PSI SPECIAL ACCOMMODATIONS. 
 


 







 


 
 


 
 


 
PSI Services LLC 


3210 E Tropicana 
Las Vegas, NV  89121 
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SITE NAME TESTED
National Portion


Tested Pass Pass%
State Portion


Tested Pass Pass%
BOTH


Tested Pass Pass%


          RESULTS BY TEST CENTER    


Date: 02/19/03


         
FROM: 01/01/2003 TO: 01/31/2003


TEST CENTER 1                             64 ORIGINAL 39 32 82.0 39 32 82.0 39 27 69.0


RETAKE 21 6 28.0 13 9 69.0 9 1 11.0


TEST CENTER 2                              72 ORIGINAL 45 28 62.0 45 39 86.0 45 27 60.0


RETAKE 26 11 42.0 7 6 85.0 6 2 33.0


TEST CENTER 3                             28 ORIGINAL 15 12 80.0 16 13 81.0 15 11 73.0


RETAKE 11 4 36.0 2 0 0.0 1 0 0.0


TEST CENTER 4                             13 ORIGINAL 5 1 20.0 6 1 16.0 5 1 20.0


RETAKE 7 2 28.0 4 3 75.0 4 2 50.0


TEST CENTER 5                             1 ORIGINAL 0 0 0.0 0 0 0.0 0 0 0.0


RETAKE 1 0 0.0 0 0 0.0 0 0 0.0


TOTALS :                                       178 ORIGINAL 104 73 106 85 104 66
RETAKE 66 23 26 18 20 5











     CANDIDATE COMMENTS
01/01/2003 - 01/31/2003


Page: 1


Exam Date Candidate ID Candidate Name Portion Score Result


Site:  TEST CENTER 1
Exam Type:Real Estate Salesperson


Question: How would you rate the conditions at the test center (temperature, lighting, noise level, seating
arrangement)?


99999999901/10/2003 MILLER, CATHERINE A National Portion 52.00 FAIL


Comments: The room was a bit chilly.


99999999901/18/2003 FANCHER, JEANNIE ANN National Portion 51.00 FAIL


State Portion 20.00 FAIL


Comments  The testing room was very comfortable.







Survey Report
01/01/2003 - 01/31/2003 Page: 1


1 How would you rate the location of the test center?


Excellent 1042


Good 1019


Average 236


Poor 39


Total 2336


2 How would you rate the computer testing system overall?


Excellent 1141


Good 991


Average 178


Poor 24


Total 2334


3 How would you rate the registration and scheduling procedures?


Excellent 1057


Good 959


Average 238


Poor 71


Total 2325


4 How would you rate the conditions at the test center (temperature, lighting, noise level, seating arrangement)?


Excellent 1013


Good 1040


Average 231


Poor 41


Total 2325







Page: 2


5 How would you rate the convenience of the examination date and time?


Excellent 1015


Good 1034


Average 219


Poor 54


Total 2322


6 How would you rate the test center staff?


Excellent 1488


Good 720


Average 92


Poor 23


Total 2323


7 How would you rate the content of the examination (relevance and importance of test items)?


Excellent 566


Good 1138


Average 506


Poor 112


Total 2322


8 How would you rate the style of the items (clearly written, direct, unambiguous)?


Excellent 477


Good 1002


Average 626


Poor 204


Total 2309







Page: 3


9 How would you rate the information in the Candidate Information Brochure?


Excellent 812


Good 1165


Average 263


Poor 51


Total 2291


10 How would you rate the clarity of the computer tutorial?


Excellent 1082


Good 1025


Average 154


Poor 20


Total 2281
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CANDIDATE NAME &
I.D NUMBER


ADDRESS SCHOOL
CODE


TEST DATE PORTION(S) SCORE


PSI EXAMINATION SERVICES Test Date : 01/01/2003 - 01/31/2003


         Examination Results
REAL ESTATE


Real Estate Salesperson
FAILING CANDIDATES


BEHAIN, BASSIMA
999999999


1234 STONEBRIAR CIRCLE
SHREVEPORT Louisiana 71115


0059      01/18/2003 National Portion 49.00


State Portion 32.00


CHARIN, CRYSTAL
999999999


1234 Brian Drive  West Monroe Louisiana
71291


0100      01/25/2003 National Portion 47.00


State Portion 38.00


DEARAND, WANDA A
999999999


123 LARK DR LAFAYETTE
Louisiana 70598


0100      01/04/2003 National Portion 47.00


FEATTY, STEPHEN
999999999


1234 Friendship Rd  Walker Louisiana
70785


0002      01/25/2003 National Portion 44.00


State Portion 41.00







Page 1Portion Pass Report (First Time Only)
Test Date :Test Date : 01/01/10 - 01/31/10 Date: 02/09/10
Portion Passed %Passed Failed %Failed Exams
AIR CONDITIONING 2 33.33 4 66.67 6
ALARM CODE OF LAWS 2 66.67 1 33.33 3
ASPHALT PAVING 1 50.00 1 50.00 2
BRIDGES 3 75.00 1 25.00 4
BURGLAR ALARM 0 0.00 2 100.00 2
BUSINESS MGMT AND LAW 50 76.92 15 23.08 65
CONCRETE 2 33.33 4 66.67 6
CONCRETE PAVING 3 75.00 1 25.00 4
ELECTRICAL CONTRACTOR 5 45.45 6 54.55 11
GENERAL ROOFING 1 50.00 1 50.00 2
GRADING 1 50.00 1 50.00 2
HEATING 2 100.00 0 0.00 2
LIMITED BUILDING CONTRACTOR 1 33.33 2 66.67 3
PLUMBING CONTRACTOR 3 75.00 1 25.00 4
PRESSURE AND PROCESS PIPING (200409) 2 100.00 0 0.00 2
SPECIALTY ROOFING 2 66.67 1 33.33 3
STRUCTURAL FRAMING 1 100.00 0 0.00 1
SWIMMING POOL 1 100.00 0 0.00 1
UNLIMITED BUILDING CONTRACTOR 15 83.33 3 16.67 18
WATER AND SEWER LINES 4 100.00 0 0.00 4


TOTAL 101 69.66 44 30.34 145







Page 1Portion Pass Report (Repeat Only)
Test Date :Test Date : 01/01/10 - 01/31/10 Date: 02/09/10
Portion Passed %Passed Failed %Failed Exams
AIR CONDITIONING 2 100.00 0 0.00 2
ALARM CODE OF LAWS 1 100.00 0 0.00 1
BURGLAR ALARM 0 0.00 3 100.00 3
BUSINESS MGMT AND LAW 9 81.82 2 18.18 11
CONCRETE 2 100.00 0 0.00 2
ELECTRICAL CONTRACTOR 3 37.50 5 62.50 8
GRADING 1 33.33 2 66.67 3
LIMITED BUILDING CONTRACTOR 2 66.67 1 33.33 3
PLUMBING CONTRACTOR 0 0.00 1 100.00 1
SPECIALTY ROOFING 1 100.00 0 0.00 1
UNLIMITED BUILDING CONTRACTOR 3 60.00 2 40.00 5
WATER AND SEWER LINES 2 100.00 0 0.00 2


TOTAL 26 61.90 16 38.10 42







Page 1Portion Pass Report
Test Date :Test Date : 01/01/10 - 01/31/10 Date: 02/09/10
Portion Passed %Passed Failed %Failed Exams
AIR CONDITIONING 4 50.00 4 50.00 8
ALARM CODE OF LAWS 3 75.00 1 25.00 4
ASPHALT PAVING 1 50.00 1 50.00 2
BRIDGES 3 75.00 1 25.00 4
BURGLAR ALARM 0 0.00 5 100.00 5
BUSINESS MGMT AND LAW 59 77.63 17 22.37 76
CONCRETE 4 50.00 4 50.00 8
CONCRETE PAVING 3 75.00 1 25.00 4
ELECTRICAL CONTRACTOR 8 42.11 11 57.89 19
GENERAL ROOFING 1 50.00 1 50.00 2
GRADING 2 40.00 3 60.00 5
HEATING 2 100.00 0 0.00 2
LIMITED BUILDING CONTRACTOR 3 50.00 3 50.00 6
PLUMBING CONTRACTOR 3 60.00 2 40.00 5
PRESSURE AND PROCESS PIPING (200409) 2 100.00 0 0.00 2
SPECIALTY ROOFING 3 75.00 1 25.00 4
STRUCTURAL FRAMING 1 100.00 0 0.00 1
SWIMMING POOL 1 100.00 0 0.00 1
UNLIMITED BUILDING CONTRACTOR 18 78.26 5 21.74 23
WATER AND SEWER LINES 6 100.00 0 0.00 6


TOTAL 127 67.91 60 32.09 187







Date: 05/31/03
Page: 1


Candidate Name Test Date Portion(s) Raw Score


PSI Examination Services
          EXAMINATION RESULTS


REAL ESTATE
03/01/03 to 03/31/03PASSING CANDIDATES


Real Estate Salesperson
SCHOOL NAME 


BRANDT, JULIA 03/12/2003 State Portion 43.0
DEGOULD, STEVEN 03/17/2003 National Portion 61.0
JACKSON, LINDA 03/22/2003 National Portion 56.0


State Portion 46.0
KNOTTS, JAMES 03/01/2003 National Portion 63.0


State Portion 51.0
LEON, SHANNON 03/08/2003 National Portion 71.0


State Portion 52.0
ROW, BRETT 03/22/2003 National Portion 58.0


State Portion 40.0
SOUTER, RANDY 03/25/2003 National Portion 62.0


State Portion 43.0







Page:  1                            SCHOOL SUMMARY
Date: 02/19/03Test Dates: 01/01/2003 to 01/31/2003


School Name: ABC
School Code: 1234      
 FIRST TIME EXAMINEES


CONTRACTS FINANCING LAND USE
CONTROLS AND
REGULATIONS


LAWS OF
AGENCY


MANDATED
DISCLOSURES


MATHEMATICS PRACTICE OF
REAL ESTATE


PROPERTY
OWNERSHIP


SPECIALTY
AREAS


TRANSFER OF
PROPERTY


VALUATION
AND MARKET
ANALYSIS


Topic Scores No.
Tested


No.
Pass


Percent
Pass


No. Of Items 10.0 10.0 8.0 9.0 3.0 9.0 6.0 10.0 3.0 6.0 6.0 80.0 13 0 0.0


School Mean 7.77 7.23 6.23 6.85 2.46 6.62 4.15 7.46 2.31 3.77 4.85 59.7 13 9 69.0


State Mean 7.32 6.63 6.16 7.05 2.39 6.63 4.38 7.78 2.39 3.86 4.73 59.32 104 73 70.0


 
 
 
National Portion - REPEATERS


CONTRACTS FINANCING LAND USE
CONTROLS AND
REGULATIONS


LAWS OF
AGENCY


MANDATED
DISCLOSURES


MATHEMATICS PRACTICE OF
REAL ESTATE


PROPERTY
OWNERSHIP


SPECIALTY
AREAS


TRANSFER OF
PROPERTY


VALUATION
AND MARKET
ANALYSIS


Topic Scores No.
Tested


No.
Pass


Percent
Pass


No. Of Items 10.0 10.0 8.0 9.0 3.0 9.0 6.0 10.0 3.0 6.0 6.0 80.0 10 0 0.0


School Mean 6.9 7.0 5.4 6.1 2.2 5.2 4.6 6.7 2.2 3.1 4.5 53.9 10 5 50.0


State Mean 6.83 6.2 5.36 6.36 2.02 5.27 4.17 6.88 2.06 3.45 4.11 52.71 66 23 34.0


 


 
State Portion - FIRST TIME EXAMINEES


DUTIES/POWER
S


LAW OF
AGENCY


LICENSING
REQUIREMENTS


LOUISIANA
CIVIL LAW


RECOVERY
FUND


RESEARCH &
EDUCATION
FUND


STATUTORY
REQUIREMENTS


    Topic Scores No.
Tested


No.
Pass


Percent
Pass


No. Of Items 5.0 8.0 8.0 16.0 2.0 1.0 15.0     55.0 13 0 0.0


School Mean 4.62 5.46 6.54 12.08 1.92 0.92 12.69     44.23 13 11 84.0


State Mean 4.48 5.97 6.69 11.66 1.48 0.91 12.57     43.76 106 85 80.0


 


 
State Portion - REPEATERS


DUTIES/POWER
S


LAW OF
AGENCY


LICENSING
REQUIREMENTS


LOUISIANA
CIVIL LAW


RECOVERY
FUND


RESEARCH &
EDUCATION
FUND


STATUTORY
REQUIREMENTS


    Topic Scores No.
Tested


No.
Pass


Percent
Pass


No. Of Items 5.0 8.0 8.0 16.0 2.0 1.0 15.0     55.0 4 0 0.0


School Mean 4.5 5.5 5.75 11.0 1.25 1.0 12.25     41.25 4 4 100.0


State Mean 4.31 5.04 6.35 10.81 1.35 0.85 11.65     40.36 26 18 69.0







School Code School Name Tested Passed Failed % Passed


                REAL ESTATE SCHOOL SUMMARY 


Page:  1
Date: 02/19/03Test Date : 01/01/2003 to 01/31/2003


Test Name :  Real Estate Salesperson


Component : National Portion (Includes First-Time and Repeat Examinees)


9999      AAAAAAAAAAAAAAAA                                                                   5 4 1 80.00
9999      BBBBBBBBBBBBBBBBBBBBB 11 5 6 45.00
9999      CCCCCCCCCCCCCCCCCCCC 23 14 9 60.00
9999      DDDDDDDDDDDDDDDDDDDD 45 21 24 46.00


170 96 74 57.46







     REAL ESTATE


Special Accomodation Request Update


Page: 1


Name ID Number Accomodation Requested Date Approved Exam Date Portion Result


MILLER, KATHLEEN                     5555555555                 Sent in documents from doctor.
Needs time 1/2 due to back injury
and needs to stretch.


11/11/2002 03/05/2003
National Portion Failed


State Portion Failed


 VARGO, LISA               55556666666               Extended time and a 1/2. 02/03/2003 03/08/2003              National Portion Failed


State Portion               Passed







                       EXAMINATION STATISTICS SUMMARY


For the Period of 01/01/2003-01/31/2003
Printed on 02/19/03 Page: 1


Exam Type                           National Portion State Portion


Candidates % Candidates %


First time Passes: 73 70.19 85 80.19


First time Fails: 31 29.81 21 19.81


Repeat Passes: 23 34.85 18 69.23


Repeat Fails: 43 65.15 8 30.77
Total 170 132


Exam Type 2                                                             National Portion State Portion


Candidates % Candidates %


First time Passes: 7 77.78 10 100.0


First time Fails: 2 22.22 0 0.0


Repeat Passes: 2 50.0 0 0.0


Repeat Fails: 2 50.0 0 0.0
Total 13 10
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TAB IV – STATE DOCUMENTS 
 
The State documents tab must include the following: 
 
A. The signature page from all amendments with an original signature by an individual authorized to bind the 
organization. 
B. Attachment A – Confidentiality and Certification of Indemnification with an original signature by an individual 
authorized to bind the organization. 
C. Attachment C – Vendor Certifications with an original signature by an individual authorized to bind the 
organization. 
D. Copies of any vendor licensing agreements and/or hardware and software maintenance agreements. 
E. Copies of applicable certifications and/or licenses. 
 
Please see the following pages for each of the required state documents noted above. 
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D. Copies of Any Vendor Licensing Agreements and/or Hardware 
and Software Maintenance Agreements 


 
PSI has no applicable vendor licensing agreements or hardware and software maintenance agreements 
to include at this time. 
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E. Copies of Applicable Certifications and/or Licenses 
 
PSI does not have any certifications or licenses applicable to this contract, except for our Nevada 
Business License. Our Nevada Business License Number is NV20061738290. 
 
 
  















Part I A – Technical Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 


13 


TAB VI – SECTION 3 - SCOPE OF WORK 
 
PSI Services LLC (PSI) is excited to have the opportunity to present this proposal to the State of Nevada 
Purchasing Division, on behalf of the Real Estate Division (“the Division,” or “the State”), to provide 
professional examination services in the development and administration of tests with both national 
and state questions, updating of examination questions to reflect law changes, periodic review of 
state and national questions for relevance to current law and practice, and licensure support services 
for candidates of all licenses, certifications and permits which are issued by the Nevada Real Estate 
Division. 
 
We have worked with the Division since 1991 for one of our first real estate licensing exam contracts. 
Our positive relationship with Nevada and the Division has grown alongside our real estate exam 
experience, and we now administer more state licensing exams than any other testing vendor in the 
real estate category. We are again excited to present our qualifications to the Division for this 
opportunity. We are confident our experience and strengths will continue to serve the Division for 
another term. 
 
In the following section, we have provided detailed responses to the Scope of Work of the Request for 
Proposals (RFP). You will find that PSI meets all requirements, and in many cases, exceeds them. We 
value our ongoing relationship with the Division, and greatly appreciate this opportunity to continue 
providing real estate licensing services to the citizens of Nevada.  
 


3.1 Exam Development 


3.1.1 Job Analysis 
3.1.1.1 Proposals must provide for a job analysis study of the licensees outlined above in the State of Nevada and 
the procedures to be used to develop content specifications based on the results of the analysis for the state 
portion of the examinations only.  Proposals must include a detailed method of conducting the surveys, along with 
a timeline for implementation prior to the first test administration. 
 
3.1.1.2 The vendor must provide a detailed explanation of the job analysis study of the licenses outlined in this RFP 
for the State of Nevada and the procedures to be used to develop content specifications based on the results of 
the analysis for the state portion of the examinations only.  Proposals must include a detailed method of 
conducting the surveys, along with a timeline for implementation prior to first test administration. 
 
3.1.1.3 Vendor will be required to develop separate exam forms in multiple choice and electronic format for all of 
the licenses outlined above, which shall include a separate section on Nevada laws, rules and other topics as 
determined by the Division, as well as a separate section on general national items, where applicable.  A 
description of the initial implementation of the exam forms must be given, along with a suggested exam form 
replacement schedule during the contract period.  The proposal must include a description of the proposed 
procedures for pre-testing, exam question review, and exam form updates.  Procedures should ensure, in a 
manner consistent with accepted exam construction standards, that all items are reviewed for appropriateness for 
use in the assessment of competency of each entry level license, certificate and permit-holder. 
 
PSI will provide a job analysis study of the licensees in the State of Nevada. In the sections below, we 
have described the procedures to be used to develop content specifications based on the results of the 
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analysis for the state portion of the examinations only, as well as a detailed description of the method 
for conducting the surveys. Please refer to Section 3.4.1 for our proposed timeline, designed to ensure 
that necessary job analysis and test development activities are completed prior to the first test 
administration under the new contract. 
 
Please refer to our response under Section 3.1.2 for our proposed development of separate exam 
forms, as outlined in Section 3.1.1.3 of the RFP.  
 
PSI has a long history of conducting Nevada-specific job analyses for the licenses covered by this 
contract: 
 


• Between 2002 and 2004, PSI conducted a Nevada job analysis survey for Sales and Broker that 
was administered to about 15 SMEs, which became the basis of the current exam content 
outlines for those tests.  


 
• In 2004, we conducted a formal mailed job analysis survey of all Property Manager Permit 


holders; we received approximately 275 responses. We can provide a copy of the technical 
report for our 2004 job analysis upon request of the Division. 


 
• In 2006, when the Business Broker Permit was established, we created a job analysis survey 


and sent it to about 50 people who were known to practice business brokerage. 


 
• In 2008, we developed a rigorous Community Association Manager job analysis survey, 


including the linkage of all task and knowledge statements, and administered it to a panel of 
more than 20 subject matter experts (SMEs). The results of this survey were used to establish 
new content specifications for the Community Association Manager exam. 


 
• In 2013, we developed a Master Inspector of Structures job analysis survey with six SMEs; this 


survey was sent to all licensees. As there were fewer than 25 licensees in Nevada, only 4-5 
licensees returned the survey. This was in aid of a plan to develop a distinct exam for Master 
IOS. 


 
JOB ANALYSIS PROCESS 
Job Analysis is the foundation of any job-related licensing program. It involves the systematic 
collection, analysis, and interpretation of information about work, in order to make a valid 
assessment of a candidate's competence. The job analysis provides the basis for developing the 
examination plan and documenting the content validity of the examination. PSI has conducted job 
analysis studies for a wide variety of trades and professions, including real estate, insurance, 
cosmetology and barbering, construction and related trades, and emergency medical services 
occupations. 
 
The job analysis process is designed to meet the following four goals: 


 Identify the important work activities performed by licensees in the specific category of 
licensure and the knowledge elements that are necessary for the performance of these 
activities; 
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 Determine which activities and knowledge elements are considered important and/or used 
frequently by current licensees to be adjudged testable;  


 Determine the level of knowledge (recall, application) that is needed; and  


 Determine the relative weight that should be assigned to each testable activity or knowledge 
element in developing examination specifications. 


 
As necessary, PSI will conduct a job analysis to serve as a basis for the development of new Real Estate 
exams for the State of Nevada. The job analysis will follow a 3-stage, multi-source approach, as 
follows: 
 


1. Generate Preliminary Lists of Tasks and Knowledge Elements; 
2. Conduct Job Analysis Committee Meeting; and 
3. Conduct Job Analysis Survey. 


 
1. Generate Preliminary Lists of Tasks and Knowledge Elements 


PSI will generate preliminary lists of tasks performed and knowledge elements required by active 
licensed professionals. These lists will be based on a review of any existing job analysis results, as well 
as other materials such as examination specifications, pre-licensing curricula, textbooks, state laws 
and practices, and national and/or international standards. The preliminary lists will be assembled 
into a draft Job Analysis Survey instrument for subsequent review. 
 


2. Conduct Job Analysis Committee Meeting 
PSI will work with the State to assemble a committee of subject matter experts (SMEs) to attend a job 
analysis workshop meeting. PSI has extensive experience in successfully conducting job analysis 
workshops using a variety of formats, including technology-based approaches to support remote 
participation by SMEs. PSI will conduct an on-site and/or remote SME job analysis meetings, as 
feasible, to obtain valid and useful information in a cost-efficient and effective manner, while 
maximizing the representation of the licensee population.  
 
At the committee meeting, the preliminary lists of task and knowledge statements will be reviewed by 
SMEs for adequate coverage of the job across the state. Experts will eliminate and/or add task and/or 
knowledge statements based on whether they believe each is important for performing safely and 
effectively on the job. A draft job analysis survey instrument will also be reviewed, and state 
requirements, as well as national and/or international standards, will be identified. 
 
The SMEs will be asked to complete the Job Analysis Survey to provide a preliminary indication 
regarding the tasks and knowledge areas that are important for performing the job safely and 
effectively and also, which of these tasks and knowledge areas are performed/used most frequently 
on the job.  
 


3. Conduct Job Analysis Survey 
To augment and validate the job analysis information, PSI will administer a survey to quantify 
licensees’ performance of important tasks and knowledge elements required for safe and effective 
performance. PSI will administer the survey to SME committee participants. In addition, for the larger 
license categories, such as Salesperson and Broker, PSI will administer an online survey. For these 
licenses, PSI will work with the Division to identify the population and characteristics of licensees to be 
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represented, and to design an appropriate survey sampling and distribution plan. PSI will develop the 
online version of the job analysis survey and complete instructions, enabling prospective participants 
to receive them via email and complete the survey over the Internet. We will rely upon the Division to 
provide an email file of licensees for the online surveys. 
 
The job analysis survey will include tasks relating to entry-level licensees and include the knowledge of 
applicable standards and state laws these licensees would need to know. These surveys will be 
developed with input from the Division and industry practitioners as identified by the Division. 
 
PSI will provide the Division with copies of all job analysis surveys and summary reports. Relevant pre-
existing data from PSI’s national job analysis will be incorporated into the Nevada-specific analyses, 
as applicable. PSI will be responsible for compiling and analyzing the responses to the task and 
knowledge statements on the job analysis survey, and will compile the results into a report that 
includes all statistical data. 
 
The job analysis survey will be administered and analyzed in several steps, including: 
 


A. Select Survey Sample; 
B. Distribute Survey; 
C. Analyze Survey Results; and 
D. Link Knowledge to Professional Activities. 


 
 


A. Select Survey Sample 
For the online survey, PSI will rely upon the Division to obtain email addresses of local licensed 
industry professionals to participate in the survey. PSI can provide the electronic survey link and 
instructions for distribution by the Division, or PSI can email the surveys to participants, if desired. The 
email database should be representative of industry experts and licensees throughout the state. PSI 
will also seek from the Division or other sources as directed, census information to define the 
population of licensees, to enable evaluation of the representativeness of the survey sample and 
results.  
 


B. Distribute Survey 
The online survey will be distributed via email to all those selected to take the survey. PSI will 
coordinate with the Division to develop a cover letter and follow-up reminder emails. PSI will tabulate 
the survey returns on a weekly basis, and communicate with the Division to determine the need to 
remind participants and source additional participants, if needed. A marketing campaign will be 
developed to help promote participation in the survey. 
 


C. Analyze Survey Results 
Once the survey data are obtained, a series of analyses are conducted, as described below.  
 
Preliminary Data Analysis. Initially, preliminary data analysis steps are performed, such as verifying 
completeness and accuracy.  
 
Response Rates. Response rates are computed in terms of total surveys returned and in terms of 
usable surveys returned. 
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Demographic and Other Characteristics of Respondents. Frequencies and percents are computed for 
demographic information and other characteristics of respondents. These include gender, race, age, 
city/county/region, education, experience, type of license, work setting, and area of specialization. 
 
Professional Activity Ratings. For each professional activity, the following summary statistics are 
computed: 
 


1. Percent Performing - The percent of respondents indicating that they perform the 
professional activity; 


2. Mean Time Spent - The mean time spent rating based on the responses of those who 
indicate that they perform the professional activity; 


3. Mean Importance - The mean importance rating based on the responses of those who 
indicate that they perform the professional activity; and 


4. Percent Rating Competence in the Professional Activity as Essential at Licensure - The 
percent of respondents performing the professional activity who indicate that full 
competence or some competence in the professional activity is essential at licensure. 


 
Knowledge Ratings. For each knowledge, the following summary statistics are computed: 
 


1. Percent Using - The percent of respondents indicating that they use the knowledge; 
2. Mean Frequency - The mean frequency rating; 
3. Mean Importance - The mean importance rating based on the responses of those who 


indicate that they use the knowledge; and 
4. Percent Rating Competence in the Knowledge as Essential at Licensure - The percent of 


respondents using the knowledge who indicate that full competence or some 
competence in the knowledge is essential at licensure. 


 
Qualifying Tasks and Knowledge Elements.  
Professional activities are judged to be qualifying or testable if they meet criteria such as the 
following: 
 


1. They are performed by 50% or more of the respondents;  
2. Their mean importance rating is 2.0 or greater; and 
3. They are rated as essential at licensure by at least 67% of the respondents who 


perform the professional activity and by at least 50% of all respondents. 
 


Knowledge elements will be judged to be qualifying or testable if they meet criteria such as the 
following: 
 


1. They are used by 50% or more of the respondents; 
2. Their mean importance rating is 2.0 or greater; 
3. They are rated as essential at licensure by at least 67% of the respondents who use the 


knowledge and by at least 50% of all respondents; and 
4. They are required for the performance of at least one qualifying professional activity. 


 
Linking the knowledge to the professional activities is completed at meetings to develop test 
specifications. This procedure is described in the following section. 
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Examination Specifications 
The key to effective licensing examinations is the development of appropriate test plans (examination 
specifications). Developing test plans involves reviewing job requirements and standards as well as job 
professional activities and the required knowledge. PSI’s test plans will be based on the knowledge 
required to perform the various professional activities identified in the job analysis.  
 
PSI will develop exam specifications in the following steps: 


Develop Preliminary Exam Outlines 
Using the job analysis results and prior exam work, PSI will develop preliminary test content outlines 
for the examinations, including topics and subtopics. 


Conduct SME Meeting to Review and Finalize Test Content Outlines 
PSI will contact SMEs to participate in a workshop meeting to review, modify and finalize the 
preliminary exam outlines, and to assign weights to the topic areas with respect to the number of test 
items that should be included. PSI will conduct an on-site and/or remote (webinar) SME test content 
meeting, as feasible, to obtain valid and useful information in a cost-efficient and effective manner, 
while maximizing the representation of the licensee population. 
 
PSI will facilitate a meeting with SMEs in which they will review the job analysis response rates, 
characteristics, criteria for qualifying professional activities and knowledge, and professional activity 
and knowledge ratings for industry professionals. Committee members will then be asked to 
independently assign weights to each of the knowledge categories. They will be instructed to consider 
the importance, amount, and frequency of use of the knowledge category in making their judgments.  
 
The results will be averaged and posted. Committee members will be asked to review and discuss 
these weights with the goal of reaching agreement of the final examination weights for the 
knowledge categories. Once weights are established for the knowledge categories, a similar 
procedure will be used to determine weights for the subcategories. The weights will be incorporated 
into the test plans, which will be the basis for writing test questions and for constructing examinations 
that represent the various content areas in the proper proportions.  


Content Validation Linkages 
SMEs will also be asked to link the professional knowledge and tasks to further document the 
importance of the knowledge areas that will be tested, as part of the content validation process. 
Participants will provide linkage information by answering the following question for each qualifying 
knowledge and each qualifying professional activity: 
 


“To what extent is this knowledge required to perform this professional activity? 
 


1. Necessary 
2. Helpful 
3. Not Used” 


 
PSI will be responsible for all costs related to performing any required job analysis. PSI will furnish the 
Division with copies of all job analysis results. 
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3.1.2 Exam Construction 
3.1.2.1 Proposal must provide for a detailed explanation of how vendor will develop separate exam forms in 
multiple choice and electronic format for all of the licenses outlined above, which shall include a separate section 
on Nevada laws, rules and other topics as determined by the Division, as well as a separate section on general 
national items, where applicable.  A description of the initial implementation of the exam forms must be given, 
along with a suggested exam form replacement schedule during the contract period.   
 
3.1.2.2 The proposal must include a description of the proposed procedures for pre‐testing, exam question review, 
and exam form updates.  Procedures should ensure, in a manner consistent with accepted exam construction 
standards, that all items are reviewed for appropriateness of use in the assessment of competency of each entry‐
level license, certificate and permit‐holder. 


 
PSI will continue to develop examinations for all licenses outlined above, in multiple‐choice and 
electronic format. As applicable, tests will be divided into a Nevada‐specific section developed with 
consultation with the Division, and a separate general/national section.  
 
Below we have outlined our test development process, including pre‐testing, item review, and test 
update procedures. Depending upon the annual volume of the exam program and the feasibility of 
pretesting items, fixed forms will be generated and/or unique equivalent test forms will be generated 
for each candidate via PSI’s proprietary FormCast™ system, thereby eliminating the need for regular 
form replacement. 
 
PSI’s test development approach is based on: 
 
 Comprehensive job analysis, which serves as a basis for developing clearly defined 


examination specifications;  
 Standardized, comprehensive item writing and review procedures;  
 Content validation;  
 Professional best practice approaches to standard setting; and  
 Psychometric analyses of items and test forms, to ensure good reliability and other statistical 


qualities. 
 
The resulting test forms are valid, reliable, current, practical, job‐related, legally defensible, and at the 
appropriate difficulty level for assessing minimum competency to protect the public welfare. PSI’s 
validation procedures for licensing examinations are designed to comply with content validation 
requirements of the Uniform Guidelines on Employee Selection Procedures (29 CFR 1607) and the 
Standards for Educational and Psychological Testing (AERA, APA, & NCME, 2014). 
 
Two of the major advantages of PSI’s test development process are: 
 
 No Scaling of Scores:  Other testing companies use a scaled scoring method where, for 


example, a passing score of 70 does not represent 70 questions, but represents a raw score 
that is “scaled” to a hypothetical 70. The scaled scoring method can confuse candidates as to 
how their scores are computed, and it often causes them to raise questions about the integrity 
of the process.  


 
 For the high volume exams where item exposure and security are of heightened importance, 


unique Test Forms Generated via FormCastTM:  Our FormCastTM test generation software, 
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developed in‐house by PSI’s team of world‐class psychometricians, allows for the generation 
of a virtually infinite number of unique test forms that are content‐balanced, yet statistically 
equivalent – making it possible to administer a truly different test to each examinee. In 
contrast, other vendors are typically only able to scramble items on a few fixed forms per 
exam, severely limiting the uniqueness of each test and increasing the probability of item 
overlap and exposure. 


 
The following sections provide details about PSI’s test development methodology. PSI will work closely 
with the Division to determine goals for new development as well as for maintenance.  
 


Test Development Project Management 
PSI’s project management approach incorporates our commitment to quality and service, 
encompassing all aspects of our business, including test development. PSI’s experience with the 
examination development process for licensing programs and our high standards for client services 
ensure that the Division’s needs in this area will be a top priority. PSI will customize a test 
development project management plan for this contract based on our established test development 
procedures, the unique requirements of the Division’s program, and standard project management 
methodology (such as the Project Management Institute’s A Guide to the Project Management Body 
of Knowledge). 
 
Our test development project management plan will be developed through the following steps: 
 


1. Establish an understanding of the project and the requirements of the contract;  
2. Identify subprojects and products, services, and results for each;  
3. Analyze the detailed characteristics of each subproject, and identify the necessary resources;   
4. Incorporate further details and assignments:  identify requirements, establish objectives, 


balance resource demand, and make necessary adaptations for each of the subprojects;  
5. Assign each subproject to the appropriate project management team.  


 
Each team will identify the framework of the subproject to understand the subproject environment 
and how it fits into the scope of the general project. They will apply the standards that guide the 
necessary decisions and processes for each area and apply their knowledge for each area of expertise. 
We have included a project timeline in section 3.5.1 below. 
 
PSI’s test development process is managed and led by John Weiner, our Chief Science Officer. Mr. 
Weiner has over 30 years of experience managing test generation, item review and revision, and the 
entire examination development process for PSI. He will be the primary contact for all test 
development and psychometric requirements specified in this project, and he will be supported a staff 
of highly trained and experienced test development professionals and psychometricians.  
 
Following contract award, Mr. Weiner and his team will communicate with the Division to ensure that 
the new examinations developed by PSI will encompass all Nevada license requirements. A visual 
representation of our Test Development process is provided below. 
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Figure 1:  Test Development Cycle 
 


 


Item Development  


Approach 


Rather than forcing a national item bank into each state program, PSI customizes all items and tests 
to the specific requirements of each state program. For example, PSI developed 87 different building 
trades examinations for the Connecticut Professional Trades Division and 80 separate examinations 
for the Nevada State Contractors’ Board. Each of these tests included items specifically tailored to the 
respective state program.  
 
Examination development begins with the development, and maintenance, of job‐specific test items. 
Test items are based on the principles, concepts, and practices described in a variety of industry‐
specific textbooks and standards. The general reference materials for PSI’s existing item bank are 
selected by surveying representatives of state licensing agencies, and reviewing the books for 
consistency, completeness, and relevance. Additional national references and references for state‐
specific items can be specified and/or approved by the client. At the client’s discretion, the references 
may be listed as study materials in the candidate information bulletin (CIB). 
 
Every test item is referenced to a specific source. Each of the items is classified according to the test 
specifications and content outlines. These items have been developed by PSI staff and SMEs. These 
experts consult with PSI’s psychometricians to ensure that test items meet rigorous item development 
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standards. Items are further reviewed by committees consisting of experts in the field. Each item that 
appears on an exam is rated for relevancy by a panel of experts before it appears on an exam. These 
explicit relevancy judgments help establish the content validity of the exam by linking the item to the 
professional activities and knowledge areas. Additional items may be developed and validated as 
needed. 
 


SME Meeting:  Item Review and Standard Setting 


For the customization of items and development of additional items, PSI conducts item‐writing and/or 
review workshops with SMEs recommended by the client in Exam Review Committee (ERC) meetings. 
These item‐writing workshops provide clear guidelines on procedures for writing effective test items. 
PSI's training for item writers covers principles for writing good test items; suggestions for writing 
realistic and practical items at the appropriate cognitive level; and item‐writing exercises (identifying 
item defects, item editing, practice item writing, etc.). Also covered are techniques for eliminating 
racial, ethnic, gender, and disabled stereotypes. As a result of this training, many problems that can 
occur with answer keys, plausibility of distractors, trivial items, etc., are avoided. A summary of PSI’s 
Item Writing Rules is presented in Figure 2. 
 
Once item‐writing training is completed, each SME is given a specific assignment based on the test 
content outlines. These assignments specify the number of items by knowledge category and 
subcategory. To the extent possible, assignments are based on the expertise of SMEs. 
 
PSI’s primary goal is to develop realistic and practical examination items to test the knowledge 
necessary to successfully perform the job. The cognitive level of the items should appropriately reflect 
the cognitive level of the knowledge required at licensure. For example, the following comparison 
shows the difference between a traditional “textbook item” and a PSI “application item” for a real 
estate examination. 
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Figure 1: Examples of Textbook Item and Application Item 


 


Traditional Textbook Item 


 
A broker fails to tell a prospective buyer that a roof leaks. This is an example of 


 


  a.  puffing. 


*b.  misrepresentation. 


  c.  lack of diligence. 


  d.  good marketing practice. 


 


 
 


 


PSI Application Item 


 


A broker inspects a house before listing it and notices water stains on some walls. 


The broker informs the owners that the leak must be disclosed, but they insist that 


prospective buyers not be told about the leak. What should the broker do? 


 


 a.  List and market the house the way the sellers want. 


 b.  List the house “as is.” 


 c.  List the house after the sellers paint the walls. 


*d.  Decline the listing. 
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Figure 2: Instructions for PSI Item Writers 


A GOOD TEST QUESTION . . . 


1)  has four responses. 


2)  is not a trick (deliberately misleading) item. 


3)  is of an appropriate reading level; obscure words should be avoided. 


4)  is grammatical and has alternatives that match the stem. 


5)  is realistic and practical and deals with an important aspect of the job. 


6)  is phrased in the working language of the job; it is not copied from a manual or textbook. 


7)  is independent of every other item in the test; an item should not reveal the answer to another item. 


8)  does not contain insensitive or biased language. 


 


A GOOD STEM . . . 


1)  is a clear and precise statement of a problem in the form of a direct question or an incomplete statement; a knowledgeable 


examinee should be able to formulate the answer without reading the alternatives. 


2)  is brief and complete‐‐although it should be stated in the fewest possible words, it should include all needed information. 


3)  includes words which would have to be repeated in each response. 


4)  contains only information which is relevant to the problem. 


5)  does not contain a double negative. 


6)  contains a negative only if necessary and negatives are underlined if used. 


7)  when appropriate, is worded so that it is clear that the best of the acceptable alternatives is to be selected. 


8)  uses a picture or illustration if appropriate. 


 


THE CORRECT ANSWER . . . 


1)  does not contain irrelevant grammatical cues. 


2)  is not given away by extraneous clues or irrelevant details. 


3)  is the only correct or clearly the best answer; avoids alternatives that overlap or include each other. 


4)  is not a "giveaway" because it is different from the distractors in length, amount of detail, or smoothness of wording. 


5)  is not "all of the above," "none of the above," or any combination of options (except math items may use "none of the above"). 


6)  is not the only response containing qualifying words like "usually," "generally," "in most cases," etc. 


 


A GOOD DISTRACTOR . . . 


1)  is plausible and attractive to those who lack the knowledge tested by the item. 


2)  is similar to the answer in length and in terms of the idea expressed. 


3)  is not identical in meaning to other distractors. 


4)  reflects common misconceptions. 


5)  is absolutely incorrect or definitely less correct than the correct answer. 


6)  does not contain absolute words such as "all," "never," or "always" unless the correct response does also. 


7)  is not "all of the above," "none of the above," or any combination of options (except math items may use "none of the above"). 


8)  is logically or numerically positioned among other alternatives. 
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Item Review and Revision 
The item editing and review process is conducted in several steps:  psychometric review, reference 
check, sensitivity review, technical review, content validation, and providing input for passing scores 
(cut scores). The technical review, content validation, and cut‐score steps are performed with the 
assistance of SMEs selected by the client in consultation with PSI. The item review meeting generally 
includes experienced licensees. Key State personnel will also be invited and encouraged to attend. PSI 
will meet periodically with the State or its designees for the purpose of reviewing and updating 
examination content. 
  


Step 1. Psychometric Review 
All items are reviewed by PSI professionals to ensure that the items follow sound item‐writing 
principles. Specifically, each item is reviewed for: 
 


 Style ‐ Whether the item conforms to good item‐writing principles, such as using parallel 
alternatives (responses) and avoiding overlapping alternatives; 


 Grammar ‐ Whether the item is grammatically correct, has accurate spelling and punctuation, and 
is clearly worded; 


 Understandability ‐ Whether a problem is clearly worded in the stem (opening statement of 
question); 


 Plausibility of Distractors ‐ Whether the distractors are plausible and attractive to examinees who 
lack the information or ability tested by the item; and 


 Cultural and Gender Group Sensitivity ‐ Whether the item may be offensive to cultural and gender 
subgroups; 


 Reading Level ‐ The reading level of examination items is monitored by PSI, where appropriate and 
feasible, so that all items appearing on the examinations are easily within the reading capability 
of candidates taking the examinations. Items that contain sufficient verbal content are evaluated 
for reading ease, and whenever possible, items more difficult than high school level are rewritten 
to improve readability. 


 
Step 2. Reference Check 


All items, except certain math items, are checked against an approved reference. This reference check 
confirms that the reference supports the keyed answer and clearly indicates that the three distractors 
are incorrect. If such support for the item is not found, the item is deleted from the item bank. In 
addition, a detailed content code is assigned to each item as part of this step.  
 


Step 3. Sensitivity Review 
PSI reviews all items for material that may be judged offensive to cultural, gender, and disabled 
subgroups. All items are systematically evaluated to detect potentially offensive material. Items that 
might be construed to imply bias are either changed to eliminate bias or dropped. Where feasible, 
items using gender specific pronouns (“he” or “she”) are rephrased to eliminate any gender reference. 
Where this is not possible, “he” and “she” are used equally to strike a reasonable balance throughout 
the test; specific roles (such as manager and employee) are assigned equally to men and women. 
 
Where usage of specific cultural or racial groups is necessary in an item (e.g., items on Fair Housing 
Laws, etc.), care is taken to reduce the possibility of stereotypic bias. In order to emphasize knowledge 
of the topic presented in an item (rather than a specific subgroup mentioned in an item), such items 







Part I A – Technical Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 


26 


are phrased to require an in‐depth knowledge of the topic. Where feasible, such items also include 
identification of a source (e.g., “According to ... ”) to indicate neutrality. 


 
Step 4. Technical Review 


ERC members are asked to review all items for technical accuracy and to ensure that the items are 
practical, important, and job‐related. Specifically, ERC members are asked to review each item and: 
 
 Verify that the keyed alternative is correct and that the distractors (un‐keyed alternatives) are 


incorrect; and 
 Modify the wording as necessary to ensure that the item is easy to understand and that it 


reflects the industry practices in that state. 
 
An item is deleted from the item bank if the consensus of ERC members is that the item, for whatever 
reason, is not appropriate. 
 


Step 5. Content Validation 
In addition, ERC members will be asked to: 
 


 Rate the importance of each item according to the following scale; 
4. Critical – cannot do the job without knowing this. 
3. Very Important – would have difficulty doing the job professionally without 
knowing this. 
2. Moderately Important – knowing this is helpful in doing the job. 
1. Of Little Importance – this item is only slightly related to doing the job. 
0. Of No Importance – a new licensee does not need to know this. 


 Verify the knowledge category to which the item has been assigned.  
 
Each ERC member makes the importance rating independently. The knowledge assignments and 
professional activity allocations are made on the basis of group consensus. An item is judged to be job 
related and retained in the item bank only if the item: 


 
1. Receives a mean importance rating of 2.00 or greater (on a scale of 0 to 4); and  
2. Is assigned to a knowledge category. 


 
Step 6. Providing Input for Passing Scores 


ERC members establish passing scores on the basis of judgments obtained using a modified Angoff 
procedure. ERC members are asked to review each item and to estimate the proportion of minimally 
competent candidates who would answer the item correctly. Before providing these judgments, ERC 
members are carefully trained. “Minimally competent” is defined in terms of those candidates who 
have just enough knowledge to be licensed. Minimal competence is discussed and described in detail 
until all ERC members agree on the definition. Angoff ratings for each item are averaged across the 
panel to provide both an estimate of the degree of difficulty at the item level and a recommended 
pass point for the examination as a whole. PSI psychometricians review these data to ensure that 
there is an appropriate spread of item difficulties and to recommend a cut score. 
 
A PSI staff member is present at all times during the item review process. ERC members must sign a 
Test Security Agreement. All materials are collected at the end of the meetings. Examination items are 
electronically projected rather than in hard copy to ensure maximum item security. 
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Item Banking 
Each item is stored in the computerized item bank exactly as it will be used. Additional information 
stored with each item includes: 
 


1. The Status of the Item – If the item is final (has been reference‐checked and has 
been reviewed and approved by the ERC) or in process; 


2. The Item Key – Which of the four alternatives has been keyed as the correct 
answer; 


3. The Taxonomy Code – The knowledge category and subcategories to which the 
item has been assigned; 


4. The Item Reference ‐ The text and page number where support for the item and its 
keyed alternative can be found; 


5. The Author – The item writer who wrote the item; 


6. Comments – Miscellaneous comments relevant to an item; 


7. Difficulty – The mean Angoff or difficulty judgment;  


8. Relevance – The mean relevance rating assigned to by the ERC; 


9. Whether the Item is to be Monitored – A note indicating that, based on the data 
available, the psychometric characteristics of the item are to be closely 
monitored in future administrations; and 


10. Item Statistics – Item p‐values and item‐total score point biserial correlations. 
 
The item banking system stores all of the above information on a network that is behind a firewall, 
thus increasing security. An access code is required to gain entry to the item bank. Access is allowed 
only to the staff directly responsible for maintaining the item bank.  
 


Field Testing 
PSI’s existing item bank consists of items that have already been subjected to extensive content and 
statistical item analysis based on prior test administrations. After project startup, newly developed 
items will be subjected to a formal pretest procedure.  
 
As part of the examination process, each candidate receives a maximum of 10 pretest items. PSI’s 
ATLAS™ test delivery system allows pretest items to be administered and not scored or calculated into 
the candidate’s score. The system can be configured such that the time a candidate spends responding 
to a pretest item will not be counted against the total time allowed to complete the examination (i.e., 
the clock stops while the candidate completes these items). 
 
PSI generally recommends that pretest items be administered to a minimum of 100 examinees in order 
to obtain sufficiently stable Classical Test Theory (CTT) item statistics for purposes of determining the 
acceptability of the item difficulty (p‐value) and item efficiency (point‐biserial r). Once a sufficient 
number of candidates have completed an item, item statistics are computed and reviewed. Then the 
item is put into operational use, rewritten and reviewed, or deleted from the item bank. 
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Item Analysis 
PSI performs regular item analyses. These statistics require a minimum number of candidates to have 
responded to the items. Statistics are not reported for items where fewer than 20 candidates have 
responded to the item. Item statistics that are computed include: 
 


 Difficulty ‐ the proportion of examinees responding correctly; 


 Item Efficiency ‐ the point‐biserial correlation corrected for overlap between item response 
and total (subtest) score, and phi‐coefficient between item response and potential pass/fail 
points; 


 Distractor effectiveness ‐ the distractor‐total correlation and the percent of examinees 
choosing each distractor. 


 
Items are reviewed, modified, deleted, and/or flagged based on the results of the item statistics as 
follows: 


 
 Extremely difficult items (those which fewer than 30% of the candidates answered correctly) 


are initially flagged. The answer key is then checked and verified. In most cases, these items 
are deleted from the item bank; 


 Items with low item total correlations are flagged and deleted, if necessary. To the extent 
possible, items with high item total correlations are retained in the item bank; and 


 Items with inefficient distractors—that is, where a high positive distractor‐total correlation 
coefficient is obtained or where the item's distractors are not frequently selected—are 
modified, if at all possible. Their performance in future administrations is then monitored. 


 
Item analysis results are reviewed by a PSI professional staff member who identifies any problem 
items. The analysis includes the review of candidate comments. If the comments indicate a problem 
with the wording of an item or with the answer key that is confirmed by analysis, the item is either 
deleted, or modified and approved by an ERC before further use. SMEs are consulted as necessary, and 
items are revised as needed.  
 
In addition to the item statistics outlined above, PSI performs a comprehensive analysis of the 
examinations as a whole. Statistics computed and reviewed include: 
 
 Number of items scored; 
 Sample size; 
 Mean p (difficulty), minimum and maximum p, and standard deviation of p; 
 Mean pbi (point‐biserial), minimum and maximum pbi, and standard deviation of pbi; 
 Mean test score; 
 Standard deviation of test scores; 
 Internal consistency reliability coefficient; 
 Standard error of measurement; 
 Means and standard deviations of subscores (if any); and 
 Number passing and failing test. 
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Test Assembly 
PSI assembles test forms to comply with the test specifications with respect to both content 
representation and psychometric properties (mean, standard deviation and reliability). We can 
assemble fixed forms or an unlimited number of linear on‐the fly test (LOFT) forms, depending upon 
the size of the examination program.  
 
PSI uses a proprietary automated test generation system called FormCastTM to produce equivalent 
alternate examination forms from a bank of test items. FormCastTM was designed with the needs of 
licensure and certification testing programs in mind, striking a balance between content and 
psychometric requirements in assembling test forms. At the heart of the FormCastTM system is a 
powerful algorithm for test form assembly that can be used to generate a single fixed form or virtually 
infinite number of unique equivalent forms, making it possible to administer a different test to each 
examinee. In contrast, our competitors are typically only able to scramble items on a few fixed forms 
per exam which severely limits the uniqueness of each exam and increases the probability of item 
overlap and exposure. PSI’s system is flexible and can accommodate a range of configurable test 
assembly models (e.g., fixed forms, scattered fixed forms, and random parallel forms) using various 
item parameter estimates. 
 
FormCastTM is based on Classical Test Theory (CTT) and is especially robust in settings where item 
calibration samples tend to be dynamic and smaller in size (e.g., evolving item banks). This is an 
advantage over more complex Item Response Theory (IRT)‐based approaches that require large 


sample sizes for stable item calibration. The FormCast
TM
 system is designed to ensure the success of 


high stakes examination programs by addressing two critical concerns:  preserving professional 
standards and maintaining security. 
 


Preserving Professional Standards. The FormCast
TM
 method produces alternate examination forms 


that yield equivalent scores (mean, standard deviation) and meet acceptable standards for reliability 
(internal consistency and decision consistency). The form assembly method also ensures that all 
subject matter areas in the content specifications are represented on each alternate examination form 
that is cast (unlike some statistically generated tests from other companies that tend to reuse items 
with certain statistical properties). The net result is that minimum standards for professional 
competence remain consistent when examinees take alternate examination forms produced by 


FormCast
TM
. 


 


Maintaining Security. Using FormCast
TM
 to create a unique equivalent examination for each examinee 


is a recommended practice that will substantially reduce item exposure and, thus, reduce 
opportunities for cheating. For example, because the unique combination of test items assemble by 
FormCastTM will not have been presented before, nor will it appear again, it is not possible to possess 
an unauthorized copy of the exam in advance. As a result, item‐harvesting efforts will be less effective 
because the likelihood that any one item will appear on an examination is greatly reduced. Also, 
because neighboring examinees will be taking different exam forms, collusion is extremely difficult in 
a proctored testing center. 
 


The FormCast
TM
 Method for LOFT 


Once an item bank has been developed, reviewed, and approved, the FormCast
TM
 test‐generation 


algorithm can be used to produce alternative equivalent examination forms. FormCast
TM
 relies on 


both item content and statistical parameters to construct test forms. Pre‐tested and statistically 
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calibrated items are stored in an item bank with indices of item difficulty (p) and item effectiveness 
(point‐biserial item‐total correlations, r), along with designations of the subject matter domain 
element measured by each item. Form casting entails a 2‐stage process. 
 
Stage 1:  Content‐based Item Selection. Initially, items are selected from the bank to represent subject 
matter areas delineated in the test content specifications. Using knowledge or content categories, the 
items available for each test are categorized into item groups that are relatively homogeneous in 
terms of item content. All items in an item group are independent of, and may be used with, items in 
any other item group. All items within an item group are interchangeable in terms of the content 
measured, though their statistical characteristics may differ. There may be one item group for each 
item on the test (e.g., 100 item groups for a 100‐item test). In this example, one question from each 
item group is randomly selected to appear on each examination that is generated, and all 
examinations therefore consist of comparable item content. 
 
Stage 2:  Psychometric Test Form Selection. After a test form is generated according to the test 
content specifications, psychometric characteristics of the test (mean, standard deviation, and 
reliability) are calculated from the item statistics (p, r) for the selected items. The procedure and 
rationale for these calculations are a novel aspect of the FormCastTM algorithm and are explained in 
depth in an article written by PSI psychometricians, published in the Journal of Educational 
Measurement (Gibson & Weiner, 1998; see below). Psychometric criteria for the test mean, standard 
deviation, and reliability are established and applied, and test forms that do not meet these target 
criteria are discarded, and stage 1 is repeated. Tolerances are set to specify the extent to which 
psychometric characteristics of a test form may differ from target criteria. PSI typically applies 
tolerance values of one‐half point for test mean and standard deviation, and test reliabilities must 
meet a minimum target value. For example, a test form may be retained if its mean is between 74.5 
and 75.5, its standard deviation is between 6.8 and 7.8, and its reliability is greater than .86. It is 
common for the FormCastTM algorithm to iterate thousands of times in order to generate several 
hundred forms that meet the psychometric criteria.  
 


Scientifically Proven. The FormCast
TM
 method is proven to be effective in assembling alternate 


examination forms that are psychometrically equivalent and representative of the specified domain of 
professional knowledge. The FormCastTM algorithm and rationale are described in detail in several 
publications, including: “Licensing and Certification Test Construction: A Balancing Act,” an article 
authored by Dr. Wade Gibson and PSI’s Chief Science Officer John Weiner published in the CLEAR Exam 
Review, Winter Volume, 1996. A more technical article by the same authors, “Generating Random 
Parallel Test Forms Using CTT in a Computer‐based Environment” was published in the Journal of 


Educational Measurement, Winter 1998, Volume 35, No. 4. The FormCast
TM
 method is further 


supported by an independent study conducted by researchers at Michigan State University (Oswald, et 
al, 2005), “Extending a Practical Method for Developing Alternate Test Forms Using Independent Sets 
of Items,” Organizational Research Methods, Vol. 8, No. 2.  
 
PSI has conducted studies to examine item rotation and exposure rates across thousands of cast and 
selected forms, and has determined that item use is very uniform when tests are generated by this 
approach. For example, in one study of a bank of 639 items from which 100‐item test forms were cast, 
the average exposure rate (the probability of an item appearing on any cast form that survived the 
screening criteria) was found to be .156. We have also found that item exposure rates were generally 
unrelated to item statistical properties (r, p), which indicates that the FormCastTM method does not 
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restrict item use in a manner that affects exposure, as do other test form assembly approaches that 
rely upon item‐level statistical constraints for selection. 
 


Test Development Quality Assurance 
PSI’s Test Form Assembly process includes Content Validation and Quality Assurance (QA) steps to 
ensure that test forms are accurately assembled to target specifications for content domain 
representation and statistical criteria (e.g., difficulty, variance, reliability, passing score, scaling 
formulas).  
 
With respect to exam validity, PSI generally recommends a Content Validation strategy, consistent 
with the Standard for Educational and Psychological Testing (AERA et al, 2014). Evidence of Content 
Validity is gathered and documented during the exam committee item evaluation process, wherein 
items are linked to essential elements of the job knowledge and skill domains required for insurance 
licensees. 
 
The QA process is performed by a team of Test Development Technicians, Test Development 
Specialists, and QA analysts, and includes: 
 
 Verification of test form configuration parameters; 
 Generation of test content map for the test forms and item banks to ensure coverage of the 


taxonomy; 
 Review of item statistics for the test forms and item banks to ensure conformance with target 


item parameters (e.g., difficulty, discriminability, distractor effectiveness); 
 Review of test properties to ensure conformance with target parameters (mean, SD, reliability, 


passing score, equivalence); 
 Generation and review of score reports based on sample data constructed for passing score, 


one above passing score, one below passing score, all correct, all incorrect;  
 Confirmation of any special scoring, equating or scaling formulas. 


 
PSI’s exam QA process is illustrated in Figure 3 below, and a detailed outline of QA steps undertaken 
prior to exam release is provided in Figure 4. 
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Figure 3: PSI Exam Quality Management Cycle 
 


 


 


 Project Control Sheet.  At the beginning of the test development project, the account 
manager creates a Project Control Sheet specifying all requirements and constraints 
for the new test forms, as specified in the contract and scope of work. The Account 
Manager meets with the Test Development Project Manager and team to review the 
project requirements and ensure that all specifications are addressed. 


 
 Development Verification.  During test development and authoring, all test items are 


thoroughly reviewed by subject matter experts (SMEs) to confirm the accuracy of test 
questions and test content specifications.  PSI test development professionals follow a 
standardized protocol, which includes formal documentation.  


 
 Authoring Verification & Security.  Test item content and information is entered into 


Contractor’s item banking system by Test Development Technicians and independently 
reviewed and verified by different Test Development Technicians. The item banking 
system is password‐protected and all item entries and revisions are, dated and 
verified. Once in the online system, test item content is protected from unauthorized 
access or modification. 


 
 Test Launch Control Sheet.  Prior to going live with the testing program, PSI’s Quality 


Assurance Analysts complete a detailed review and verification process in accordance 
with a standard checklist that outlines various properties and parameters to be tested 
and verified.  Through this rigorous process, dozens of quality checks are performed, 
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including:  sample test forms cast and administered, reports generated, and passing 
scores verified. 


 
 Candidate Comments.  During test administration, candidates have the opportunity to 


comment on each test question. They click on a comment button, which invokes a 
comment screen to open, and they may enter any comments or complaints regarding 
a test question. These comments are monitored routinely by Contractor’s Test 
Development Specialists, who immediately address any necessary changes to the test 
items. Any changes are tracked in the item banking system. If an item is found to be 
substantively flawed, it is retired and replaced with an equivalent item that will 
measure the same content and maintain an equivalent standard of difficulty. 
 


 Psychometric Monitoring.  PSI’s team of Test Development Specialists and 
Psychometricians routinely conduct statistical analyses of the test items (difficulty, 
item‐total correlation, distractor effectiveness), test characteristics (mean, standard 
deviation, reliability, standard error measurement), and pass rates to ensure that the 
test is functioning as expected.  Any apparent anomalies are investigated and 
addressed as needed.  Again, any substantively flawed items are retired and replaced 
with an equivalent item that measures the same content and preserves an equivalent 
standard. 


 
 Follow‐up Review.  PSI’s test development team keeps in contact with the client to 


learn of any changes to laws, regulation or practice that may affect test items.  In 
addition, PSI conducts regular review of the test items with SMEs in formal exam 
review sessions to confirm that the items are accurate and relevant. 
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Figure 4:  Exam QA Details 
 


 
Purpose:  To ensure that each form is constructed according to exam specifications, content is 
accurate, and that exam software functions correctly.  
 


1. QA Exam Publication – Performed by Test Development Technician (TDT) and Test 
Development Specialist (TDS) 
 TDT creates exam‐specific Test Launch Control Sheet from template, listing all key test 


properties and parameter settings specifying exactly how the examination should be 
built; e.g., exam form name, portion names, timing, number of items, scoring details, 
and navigation details, etc. 


 TDT builds exam in the system in accordance with exam specifications. 
 Second TDT independently confirms that the exam structure and properties, and the 


test items, keys, content designations, etc., are accurate. 
 As a final check, the TDS confirms the exam structure and that the exam properties 


conform to specifications. 
 


2. QA Exam Functions – Performed by IT QA Analyst 
 Copy exam to staging server and perform series of checks; e.g.: 


‐ Presentation of test items and instructions 
‐ Timing of test portions  
‐ Number of items presented 
‐ Navigation from item to item 
‐ Functions such as Help screens, graphics, exhibits, etc. 
‐ Item Review  
‐ Labels on test portion score reports, etc. 


 
3. QA Scoring & Reporting – Performed by IT QA Analyst 
 Pass/fail decision cut scores, including verification of results for scores falling at the cut 


score, one below the cut, one above the cut, 0% correct, and 100% correct.  
 Scaling formulas applied correctly (if applicable). 
 Exam rules function correctly (e.g., rotation of alternate forms, enforcing eligibility and 


retest rules, etc.). 
 Reporting contains all required information; results are accurate for test cases. 
 
4. QA Data File Exports – Performed by IT QA Analyst 
 Export sample data files, perform data transfer, and confirm accuracy, completeness 


and security of the information. 
 Verify that data from the examination flows to the appropriate database(s) and that 


fields populate correctly.  
 
5. QA Tracking  
 PSI utilizes JIRA software to track and manage work flows between test development 


and IT staff, to ensure the accuracy and timeliness of test publications. 
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Test Development & QA Issue Tracking 


All trouble tickets are created in our issue tracking database (JIRA). All progress, actions and 
resolutions are recorded in this single system, whether it is a simple query to technical support or a 
complex problem requiring detailed software development analysis and resolution. Status reporting 
on open, closed, and in‐progress issues is simple and available to all involved in client support. 
 
Following the creation of critical or urgent trouble tickets, status checks are conducted hourly during 
the initial stages of monitoring and investigation. As information is collected, processed and reported, 
status checks transition to half‐day verifications. The following day transitions to daily verifications, 
until the issue is finally resolved and reported. Naturally, most issues are resolved very quickly. More 
significant issues may require additional time. 
 
Utilizing our issue tracking database, the dedicated Program Manager can monitor status of tickets 
raised, change priorities, and assign technical support staff to the task. A priority and expected 
resolution timeframe are determined by the development lead, and this additional information is 
added to the entry. The Program Manager will use the alerts generated from the tracking database’s 
automated issue tracking system to provide the Division with an explanation of the nature of the 
problem and the date that the issue will be resolved. Historically, production issues are given highest 
priority and resolved the same day. Should the resolution of an issue require extended development 
time, a meeting will be requested with PSI Program Management staff and the Division to discuss the 
interim solutions that are available until the issue is resolved. 
 
PSI’s dedicated Program Manager assigned to the Division will have the ultimate responsibility for 
implementing, maintaining, and monitoring problem escalation procedures. Every PSI staff member, 
in our headquarters and in the field, will report all problems to the Program Manager. This Program 
Manager will always report these problems to THE DIVISION. (The Program Manager will also lead all 
investigations into problems at the test center or in our corporate office.) 
 
When a problem is brought to the Program Manager’s attention, a meeting will be called consisting of 
the necessary management, support, and test center staff, as applicable. All evidence will be 
presented at the meeting. The results of such meetings will be provided to the Division.  
 
Finally, we believe in immediately notifying all involved parties in the event a problem arises. 
Immediate notification gives not only PSI, but also TDI’s staff, the information necessary to handle 
candidate inquiries and/or complaints that may arise as a result of a problem. 
 


Examination Updates 
PSI recognizes that test development is an ongoing process. As such, PSI has extensive experience 
monitoring and maintaining item banks for licensing examinations, and PSI’s test development 
experts will continuously review the item banks with the Division to ensure items are current and 
relevant. PSI also conducts Advisory Committee Meetings to review examination content and 
specifications for currency and job relevancy.  
 
PSI actively monitors item performance for every examination. In addition to the Advisory Committee 
Meetings, we have a multitude of resources available including item analyses, SME edits and ratings, 
candidate comments, feedback from the Division, pretest data, and other sources. We will provide an 
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annual test update report, with statistics, an item analysis report, and recommendations on how to 
proceed with examination changes and item review changes, if any. 
 
PSI realizes that the integrity of the testing program, and subsequently the licensing and regulatory 
process, will be compromised if current examinations are not being administered. We monitor various 
websites for updates to industry standards and practices. We also keep an active dialogue with 


Division representatives to keep abreast of any changes at the Division level as well. ATLAS allows 
secure control and flexibility. Items can be turned off or edited and put in place as soon as the next 
testing day. This feature continually demonstrates PSI’s ability to make necessary changes quickly. 
 


Legal Defense 
It is always expected that candidates will challenge examinations or specific questions. However, it is 
important to remember that no PSI‐developed examination has ever been successfully challenged in 
court or by an administrative hearing. 
 
The defense of an examination begins long before a challenge has been filed against the test. If the 
test publisher has not adequately prepared the test, then its ability to defend the test is greatly 
diminished. PSI ensures that its tests will withstand legal scrutiny by following strict test development 
processes. PSI prides itself on successfully defending its tests and has provided legal defense and 
support for challenges arising out of its work in developing and administering licensing examinations. 
PSI has also provided the materials needed as part of the defense of a legal challenge, including 
examination items, in a format and method approved by the client.  
 
PSI also has the important advantage of having in‐house expertise in dealing with litigation in the 
event it should arise. Through its consulting experience, PSI is qualified in this regard and highly 
experienced in providing expert testimony. We will be available to testify on behalf of the Division 
should the need arise. 
 
PSI will provide item statistics, materials, and experts to defend an examination in the event of an 
inquiry or formal challenge to any item or examination validity, reliability, or administration issue. We 
will provide experienced staff to testify on behalf of the Division in license denial hearings where 
instances of cheating or violation of testing procedures is alleged or on any matters of testing. 
 


3.1.3 Exam Certification 
3.1.3.1 Proposal must ensure that the real estate examinations for the national portion only are approved by 
ARELLO and the appraisal examinations are approved by AQB.  In addition, documentation of both approvals must 
be submitted with the proposal.  Vendor will be required to administer the National Uniform Examination 
developed by the AQB.  State specific portions are not required for the appraiser examinations. 


 
PSI will maintain the accreditation of its examinations by the Association of Real Estate License Law 
Officials (ARELLO). PSI has pre‐tested national item banks for both real estate broker and real estate 
sales associate examinations that not only meet ARELLO accreditation requirements, but go above 
and beyond typical ARELLO standards as a result of PSI’s annual maintenance reports on our item 
banks.  
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PSI’s ARELLO Accreditation is provided in the Appendix A. 
 
We have currently met the stringent requirements to maintain this accreditation for more than 20 
years, and we are currently accredited by ARELLO through 2018. In 1993, PSI was one of the first test 
development vendors to receive accreditation from the Association of Real Estate License Law Officials 
(ARELLO) for a national real estate licensing examination. PSI’s ARELLO‐accredited national real estate 
examination is the most widely‐adopted national examination in the United States for salesperson 
and broker licensing. PSI values its certification from ARELLO and will continue to meet its high 
standards in the future. 
 
In addition, PSI is an AQB‐approved state licensing and certification examination provider. We 
received our initial approval in 2007. Our approval letter is provided in Appendix B, which is included 
as part of our proposal documentation. 
 
We understand that vendors are required to administer the National Uniform Examination developed 
by the AQB, but the State‐specific portions are not required for the appraiser examinations. PSI 
currently administers the appraiser examinations accordingly. 
 


3.1.4 Subject Areas 
3.1.4.1 Proposal must include ability to develop examinations with assistance from Nevada licensees, instructors 
and the Division staff for all professions included in this RFP. 


 
As described in detail in the Exam Construction response (Section 3.1.2) above, PSI’s examination 
development methodology includes the solicitation of input from subject matter experts, primarily 
made up representatives of the state licensing agency such as licensees, instructors and Division staff. 
 


3.1.5 Exam Scoring 
3.1.5.1 Proposal must include ability to score electronic exams immediately upon completion of exam. 


 
PSI’s computer‐based testing system provides candidates a pass/fail notice and score immediately 
after the exam – both on the computer screen and as a hard copy. 
 
For more information on Exam Scoring, please refer to our response below to requirement 3.2.1.6 Test 
Result Notification. 
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3.1.6 Exam Ownership 
The State does not “own” any examination content, including any pre‐existing items or any items developed for 
the National portion of the test.  Current examinations were developed by the examination contractor.  National 
content for all exams must be reviewed to conform to Nevada law.  Examination contractor must develop 
examination questions utilizing Nevada industry specialists using recognized psychometric standards and 
procedures.  The Division may recommend industry specialists to participate in exam development. 


 
PSI understands that the State does not “own” any examination content, including any pre‐existing 
items or any items developed for the National portion of the test. We also understand and 
acknowledge that National content for all exams must be reviewed to conform to Nevada law. If 
selected, PSI will continue to develop examination questions utilizing Nevada industry specialists using 
recognized psychometric standards and procedures. The Division may recommend industry specialists 
to participate in exam development. 
 
 


3.2  Exam Administration 


3.2.1 Administering Format 


3.2.1.1 Electronic Format 


3.2.1.1  Provide that the exam will be administered in electronic format; 


 
PSI delivers all computer‐based examinations in an electronic format via ATLASTM (Assessment 
Technology and License Administration System), our state‐of‐the‐art test generation software and 
integrated test development/test generation system, at our secure Premier PLUSTM test centers. This 
proprietary platform includes a sophisticated database management system and the capability to 
conduct all test development, administration, licensing, auditing, and reporting features securely and 
reliably through a web‐based solution. PSI’s technology services enable a seamless end‐to‐end 
management platform for the capture and delivery of license and certification testing information. 
ATLASTM allows PSI staff to schedule sessions from a centralized call center, manage candidate testing 
sessions at each test administration site, report results to candidates immediately after testing is 
concluded, and generate statistical reports for clients. The system also allows for immediate update of 
test content. 
 
Our system has proven to be extremely easy to use for candidates. Features include: 
 
 Color‐coded large print keys (see Figure 5 below); 
 Option to use the mouse and on‐screen controls (see    
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PSI’s testing system provides a comprehensive, easy-to-follow tutorial to candidates prior to beginning 
the timed portion of the examination. The tutorial provides a description of each computer key and its 
function. Candidates may spend as much or as little time on the tutorial as they feel is necessary to 
fully understand the system. In addition, during the test taking process a quick tutorial guide is 
available from the testing interface, so the information is always one click away. Once familiar with 
the test-taking process, the candidate is offered the option of taking a sample examination using the 
system before the actual examination begins. The candidate decides when to begin the examination. 
Please see Appendix C for a sample tutorial of the kind provided to most candidates. 


 
Figure 5: Color-coded Keyboard for PSI Computerized Examinations 
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Figure 6: Sample Examination Screen-Shot with On-Screen Controls 
 


 
 
 


3.2.1.2 Registering Candidates 
3.2.1.2 Explain procedures for registering candidates; 
 
PSI provides various methods for candidates to register for and schedule their examinations, including 
telephone, Internet, fax, and mail. Registration by Internet is available 24 hours a day, 7 days per 
week. Candidates provide all registration information, which is verified at various points throughout 
the registration and scheduling process. All registration and scheduling functions are performed at our 
call center in Las Vegas, and all candidate data is stored securely in that facility. 
 
Candidates may schedule up to one day prior to the desired appointment date. This means that 
candidates can literally schedule an appointment for the next day – schedule on Sunday evening for a 
Monday morning appointment when using our online scheduling system. PSI is able to offer next-day 
service because our technology is based on a single platform, unlike other vendors that still rely on 
multiple technology platforms.  
 
A unique confirmation number is created for each candidate registration, and this number is provided 
to the candidate. The tracking system can track eligibility for a specified period or for a specified 
number of examination attempts. It can also specify a minimum waiting period between examination 
attempts or after an examination review. Examination dates are typically available for scheduling a 
maximum of 60 days in advance. 
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Telephone – Call Center Representatives 
Candidates can speak with a live Candidate Service Representative (CSR) in our in-house Las Vegas call 
center who will assist them in registering and/or scheduling an examination, from 4:30 a.m. to 7:00 
p.m. Pacific Time, Monday through Friday, and 6:00 a.m. to 2:30 p.m. on Saturday and Sunday, 
excluding holidays. 
 
PSI has been operating and maintaining its own call center operations for over 15 years, providing 
numerous examination and application processing services to various states; the call center is 
currently located in Las Vegas and houses over 125 PSI employees. Our call center services currently 
include examination and application 
screening, registration, payment and 
scheduling services, reference book sales, 
and other customer service-oriented 
activities. We also employ CSRs who are 
available to speak with candidates in 
languages other than English. Given the 
very special needs and requirements of 
our clients, PSI does not believe in 
outsourcing any of its call center activities. 
We maintain and manage all of our call 
center activities to maintain the highest-
quality service.  
 
PSI provides call center redundancy, ensuring that in the event of a disaster, we can automatically 
transfer all calls to an alternate facility. For example, PSI can transfer call center operations from Las 
Vegas to Burbank, or from Burbank to Las Vegas, without disrupting candidate services. As a further 
contingency, PSI’s CSRs have the ability to work remotely – due to IP phone technology and our web-
based registration and scheduling system, CSRs do not need to be in a PSI office to provide excellent 
service to candidates. 
 
PSI currently provides training and information to all call center CSRs before the startup of a new 
program, and before implementation of any new procedures or services, and ensures that our CSRs 
have the most current information and procedures for each program. 
 
PSI has established systems for handling candidate inquiries and resolving any concerns in a timely, 
efficient, and responsive manner. Candidates who wish to inquire about the program can call PSI’s 
toll-free telephone number, (800) 733-9267. We monitor responsiveness so that candidates experience 
short hold times. Our policy is to respond by the next business day if the candidate cannot get an 
immediate answer.  
 
Our operations manuals are customized to the requirements of each testing program, including 
examinations, education programs, and licensing services. Our CSRs are trained on each testing 
program and backed up by experienced supervisors. We also have conflict escalation policies for those 
rare cases where a CSR is not able to address the concerns of a particular candidate, and our customer 
service team is experienced with handling candidate issues in a sensitive yet appropriate manner.  
 


“PSI has met and exceeded our expectations 
in all facets of our programs: candidate 


examination registration and scheduling, test 
development, examination delivery and 


administration, scoring and reporting, and 
excellent customer service.” 


William B. Tiller, Education Manager 
South Carolina Real Estate Commission  


and Appraisers Board 
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Internet 
Candidates can also utilize PSI’s online system (www.psiexams.com) to register for examinations. All 
registration functions performed by our live CSRs can also be performed by candidates themselves 
online. Our online system is available 24 hours a day, 7 days a week, and includes registration, 
scheduling, rescheduling, driving directions, and test summary information. PSI ensures that online 
credit card payments are processed in a secure manner, via our credit card processor. Candidates can 
also download a Candidate Information Bulletin (CIB), which will provide all relevant examination 
information. PSI’s website also provides an option to contact our CSRs by email; our policy is to 
respond to all email communications by the next business day.  


 
Figure 7: PSI Candidate Website 


 
 
As previously stated, our system allows candidates to literally schedule an appointment for the next 
day – schedule online on Sunday for a Monday appointment – and do so in real time. This means that 
candidates can log into the system; pay the exam fee using a credit card; select a site and date for the 



http://www.psiexams.com/
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exam, based on the most current availability; and confirm their scheduled appointment, all within a 
matter of minutes. PSI has the ability to offer next-day service because our technology is based on a 
single platform, unlike other vendors that still rely on multiple technology platforms. 
 


Rescheduling & Cancellation 
Using the telephone or internet methods described above, PSI will reschedule (or cancel) an applicant 
wishing to take the examination at another time or place free of charge, provided it is done at least 
two (2) calendar days prior to the originally scheduled examination date, or if the candidate is 
rescheduling due to an emergency (such as illness or a death in the immediate family), and can 
provide appropriate documentation. Otherwise, the applicant shall forfeit their fee and may be 
rescheduled only by paying another examination fee. Candidates may submit supporting 
documentation of an excuse for a no-show at any time after the test date has passed – this far exceeds 
the policies of some other vendors. 
 


3.2.1.3 Employee Background Check 
3.2.1.3 Attest that all employees who have direct contact with applicants for licensure or individuals taking the 
examination have been subject to a federal criminal background investigation with no criminal convictions in their 
history. 
 
PSI attests that all employees who have direct contact with applicants for licensure or individuals 
taking the examination have been subject to a federal criminal background investigation and have 
been determined to have no criminal convictions in their history.  
 
Applicants for these positions are initially screened by the staff in our Human Resources Department. 
Each potential proctor is required to submit an application and provide references, and PSI verifies all 
the information given by the applicant. Selected applicants are then interviewed by the appropriate 
Regional Site Supervisor. Finally, a background check is performed on the selected candidate for each 
position.  
 
The level of background check may vary depending on client specifications. At a minimum we verify 
social security numbers and addresses, check driving records, and perform a criminal background 
check. For more stringent programs, we also perform employment verification and drug screening. We 
have performed these types of extensive background checks for several clients, including the Texas 
Department of Licensing and Regulation, the United States Postal Service, and Verizon. 
 
Once an applicant has passed these three steps, they are formally hired, and begin the process of 
becoming a PSI-certified proctor. In addition, PSI requires that proctors not be associated in any way 
with any examination or education programs, do not plan to take any of the examinations, and do not 
have a close family member who plans to take the examination. PSI requires that all proctors sign an 
Affidavit of Confidentiality before the first test administration.  
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3.2.1.4 Item Security 
3.3.1.4 Include detailed procedures which ensure the security of items in all phases of exam development, 
maintenance and distribution, and procedures for investigating security breaches; 
 
PSI has established systems to ensure the security and confidentiality of its test materials. PSI’s item 
banking system stores all information on a network that is behind a secure firewall, thus increasing 
security. An access code is required to gain entry to the item bank. Access is allowed only to the staff 
directly responsible for maintaining the item bank. Our secure network records all access to the 
system, and individual item modifications are marked with the date modified and identification of the 
user making the modifications. 
 
During each item review process with the Examination Review Committee (ERC), exams developed by 
PSI are projected on a screen for discussion. Paper copies are never distributed. ERC members must 
sign a Test Security Agreement to ensure confidentiality of test questions is maintained. 
 
PSI’s ATLAS system only distributes enough test forms for the next day’s testing sessions to each test 
center. PSI encrypts all electronic testing materials sent to the test center, ensuring that the materials 
in transit cannot be compromised, and that the testing materials can only be opened at workstations 
equipped with the encryption key. The testing server is locked in a server cabinet that is fastened to 
the floor of the testing facility. No tests exist on the workstations until launched by the test 
administrator. If theft of a testing workstation occurs, no testing materials are lost since the tests do 
not reside on these machines. PSI’s proctoring system prevents the proctor from accessing the test 
directly.  
 
After computer-based test administration, all candidate information and item-level detail are 
routinely scrubbed from the desktops once information is sent to the test site server, and all raw data 
files are backed up though our standard operational procedures. Access to any specific candidate’s 
item responses and keystroke information would be available within the assessment platform itself or 
can be accessed in its raw form on our internal corporate network once the test site communicates 
with our central database. Item responses and keystroke information do not contain any item content 
information and are stored for purposes of providing an audit trail. 
 
If it is suspected that any examination items have been compromised, PSI will notify the Division by 
telephone and/or email immediately. Following the initial notification, a written report will be 
submitted to the Division within 24 hours of the discovery. In the event of any security breach, 
suspected or confirmed, PSI will recommend that all involved items or examination forms not be used 
until the matter is resolved (PSI can replace any affected items with comparable items from a reserve 
pool). PSI will be responsible for ensuring that these items and forms are not administered until that 
time. 
 
It is noteworthy that PSI has a dedicated security staff located in our Nevada corporate facility that 
handles item and overall security for our Nevada contracts. 
 


Application Architecture 
ATLAS is designed as a tiered architecture. There are three tiers: the central server, the test site 
server, and the test site desktop that candidates utilize to take exams. The design of our platform 
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allows for distributed test-site servers located in our testing servers to perform the daily functions of 
test administration. Our central server is responsible for all registration, scheduling and test form 
delivery to the distributed test center servers. This design allows us to isolate daily test administration 
within the center itself. Each testing center server acts independently of the central server when 
administering tests. However, our test-site servers do communicate and interact with our central 
server regularly when conducting various additional services. All communications between our test-
site servers and our central server are conducted through Secure Sockets Layer protocol with 128 bit 
encryption (SSL). 
 


Central Server 
A full backup of ATLASis done periodically throughout the day. Should any problems occur with the 
database itself, a stand-by replicated database is available for fail-over if necessary. ATLAS also has 
a 45-minute UPS backup solution as part of the system configuration. This provides for clean, safe 
shutdowns of the system if a power interrupt should occur in our central location. 
 
Each night, data is prepared and stored for pick-up by each of our testing centers through a secure 
data transfer. Each site’s data is packaged and prepared for the test center server to login and retrieve 
data for the next day of testing. Should there be any communication problem between our test sites 
and our central server, an alert message is generated to several individuals of PSI’s IT staff. The alert 
messages are placed directly into our mobile provider’s Short Messaging System interface via a 
modem dialup connection. This bypasses the core problem of loss of any IP connectivity. IP 
connectivity is not a requirement for data transmission to the sites; in fact, all data files prepared for 
the test center can be manually placed by a PSI technician on our test center server through a terminal 
services connection and IP dial-up through a standard Windows Dial-Up networking connection. 
 


Test-Site Servers 
At PSI testing centers, we have a single server with desktops networked in a typical Windows LAN 
configuration. Each assessment desktop has an assessment module, which speaks to our test-site 
server and delivers an exam for each candidate. All test content is decrypted at the time of delivery to 
the candidate’s assigned system. All test item responses and candidate keystrokes are logged in the 
server and on the desktop. Our test-site server is continuously communicating with the assessment 
module and periodically backing up candidate testing data in addition to the local desktop files, which 
are tracking item responses. When testing is completed, and during the daily transmission back to our 
central servers, the test-site server uploads all candidate information. In addition, all data from the 
test-site server and the test-center desktops are backed up through an operational procedure outside 
of the internal ATLAS procedures. This provides PSI with replication of all site data should there ever 
be a need to access actual test site data in its raw form on any given day of testing. None of the 
information that comes back to PSI in the upload contains any actual test content. All test and 
candidate information is encrypted and contains only item and option identifiers. 
 
Our test sites are also equipped with 15 minute UPS backup systems, which allow for safe shutdown of 
the assessment desktops and the test-site server in case of a power interruption. Upon resumption of 
power at a test site, our test-site server can be safely rebooted and candidates can resume testing at 
the point within their examination where they left off right before power was interrupted. 
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Examination Desktops 
As emphasized previously, all candidate information and item-level detail is routinely scrubbed from 
the desktops once information is sent to the test site server, and all raw data files are backed up 
though our standard operational procedures. Access to any specific candidate’s item responses and 
keystroke information would be available within the assessment platform itself or can be accessed in 
its raw form on our internal corporate network once the test site communicates with our central 
database. 
 


3.2.1.5 Exam Supervision 
3.2.1.5 Provide detailed instructions for the supervision of uniform administration of the exams and appropriate 
maintenance of attendance rosters by center personnel; 
 
PSI has implemented protocols to ensure the uniform administration of the exams we deliver. These 
procedures are explained in detail to our proctors, as described below. 
 
Once we have recruited and vetted our proctors, all proctors are responsible for familiarizing 
themselves with the program-specific Test Center Operations Manual that PSI develops as a training 
guide, and which contains detailed instructions for all aspects of test administration, including 
maintenance of attendance rosters. Afterward, proctors undergo an extensive training session on the 
testing system including procedures for logging on to the network, checking in candidates, ensuring 
examination security, handling equipment problems, contacting PSI, checking out candidates, 
responding to emergencies, handling uncooperative candidates, crisis management, etc.  
 
PSI holds regional training sessions for all proctors. The curriculum for the training sessions is 
generally submitted to the client for approval prior to its use. PSI pays for all travel and lodging costs 
to bring all of the proctors to a central, regional site for the training session. Client representatives are 
invited to attend this training as well. Training sessions are conducted by PSI staff members 
representing Client and Candidate Services, and who are knowledgeable about the testing program(s) 
in question. 
 
During training, proctors are given a checklist of the topics to be covered and asked to initial next to 
each indicating that the topic was discussed during training and that they fully understand the 
procedure. This same checklist is used during the first test administration by a PSI trainer as a guide 
for evaluating the proctor’s performance. Each test site generally has at least two proctors who 
undergo training.  
 
Throughout a typical examination services contract, PSI provides continuing education and remedial 
training for proctors as needed, particularly if there is a major change in procedure or policy that 
requires on-site instruction. Additionally, PSI conducts announced and unannounced site audits to 
ensure that the test administration staff continues to operate the test centers following appropriate 
procedures, and that the test centers continue to meet our high standards used in their selection. 
Should additional test administration staff be hired during the duration of a contract, each new staff 
member is required to undergo the same stringent training and evaluation program.  
 
While training and compliance checks are the cornerstone of our Proctor and Site Quality Assurance 
Program, we also have a philosophy that all employees, proctors included, should be treated with the 
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highest respect. With this goal in mind, in 2009, our Candidate Services Group supervisory staff 
introduced the PSI Proctor Community across the nation. We believe this program will help increase 
proctor standards through higher morale, lower turnover, and a greater sense of belonging that the 
proctors receive.  
 
Following every exam administered, we securely store each exam’s rosters and then ship them weekly 
to our Nevada corporate facility, where they are securely stored for whatever period of time the client 
requires. 
 
Our test center procedures are documented in our Test Center Operations Manual; due to the sensitive 
nature of this document, we have provided its Table of Contents as Appendix D, which is included as 
part of our proposal documentation. The full document is available for Division review upon request. 
 


3.2.1.6 Test Result Notification 
3.2.1.6 Include a detailed explanation of the maintenance of each candidate notification, while giving a detailed 
explanation of procedures for both passing and failing candidates; and a strength/weakness analysis for both 
passing and failing candidates with the exam results; 
 
PSI’s computer-based testing system presents candidates with examination scores on the computer 
screen immediately following the examination. PSI also provides a hard copy of the score report to 
each candidate immediately following completion of the examination. Score reports are configured to 
meet the unique client specifications, but typically they contain the total number of items answered 
correctly, the number required to pass, the pass/fail status, a diagnostic report, and instructions for 
re-applying for an examination, as applicable. Passing candidates can be issued a license application, 
as well – depending on client preference, this application may be incorporated into the score report, or 
PSI may maintain a supply of license applications at each test center. 
 
All score reports are printed on secure, tamper-proof paper. By the time the candidate gathers his/her 
belongings, exits the testing room, and enters the reception area, his/her score report will have been 
printed. The printing of the score report takes no longer than one minute. Please see Appendix E for 
sample score reports currently used for this program. 
 


Strength & Weakness Report 
Unsuccessful exam candidates will be notified in writing, immediately following the exam, of their test 
results, general areas of deficiency (in all sections or portions of the exam), and re-take procedures. 
Specifically, PSI will provide a detailed score report, a strength-and-weakness report, and instructions 
regarding examination re-take procedures, all at the test center and immediately following the exam. 
PSI will work with the Division to gain approval for this process. Please see Appendix E for a sample 
failing score report currently used for this program. 
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Failing candidates are currently given diagnostic scores showing performance in each topic area of the 
examination, including the number of questions on the test, the number of questions on each topic 
area, the number which the candidate answered correctly, and the score required to pass. The 
detailed diagnostic score report will clearly 
indicate the candidates’ strengths and 
weaknesses. Please note that this report gives 
specific information on the number of items 
answered correctly in each subject area and the 
total score. Other testing companies use a scaled 
scoring method where, for example, a passing 
score of 70 does not represent 70 questions, but 
represents a raw score that is “scaled” to a 
hypothetical 70. The scaled scoring method can 
confuse candidates as to how their scores are 
computed, and it often causes them to raise 
questions about the integrity of the process. 
Because PSI provides raw scores and percentages, 
there is no need for scaled scoring. 
   
PSI’s diagnostic report provides specific guidance 
to a failing candidate studying for a retest in that 
the candidate knows the exact number of 
questions answered incorrectly in each of the 
content areas. PSI does not charge an additional 
fee for the provision of this strength and weakness 
report. 


Scoring Quality Control 
There is redundancy programmed into the computer testing system that ensures quality control for 
scoring and reporting. All responses and score results are mirrored (stored in two separate files that 
are never vulnerable simultaneously). The information is then transmitted to our headquarters daily 
and merged into our registration system. If there are any discrepancies, an error report is generated. 
The errors need to be corrected before the system proceeds. The Supervisor of Scoring and Reporting 
reviews the generation and reporting of all scores and reports. 
 
Random audits are performed on the scoring system to verify scoring integrity. In addition, whenever 
a candidate believes that a test was scored incorrectly, PSI conducts a manual review of the 
examination. 
 


3.2.1.7 Candidate Notification 
“Candidate notification” refers to the score report issued to each candidate following the examination; 
 
PSI understands that “Candidate notification” refers to the score report issued to each candidate 
following the examination. 
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3.2.1.8 Proctoring 
3.2.1.8 Include in detail to what extent and how contractor will proctor exams; 
 
Each of PSI’s test centers is configured for optimal monitoring during the examination. Servers are 
locked in cabinets that are bolted to the walls. Proctors sit in front of a one-way mirror, which allows 
them to observe candidate behavior unnoticed. Each test center also is equipped with a sound 
monitoring device, which allows the proctor to listen in and be sure that candidates are not speaking 
to each other during the examination.  
 
Proctors are specifically trained to observe candidate behavior that may be indicative of cheating or 
item theft. They are instructed to quietly inspect the testing room during examinations. In between 
sessions, proctors perform a more detailed inspection of the testing room, lifting keyboards and 
looking for suspicious materials in the trash bins. 
 
Proctors also make note of frequent trips to the restrooms. If a proctor notices that a particular 
candidate is frequently going to the restroom, the proctor will ask the candidate if there is anything 
unusual. They may also inspect the restroom to look for hidden study materials. 
 


Figure 8: Typical PSI Proctor Station 


 
 
Proctors also watch candidates to be sure they are not trying to steal test questions from the test 
center. Today’s technology allows for very small recording devices. Proctors collect cell phones, 
pagers, etc. We provide pencils so that candidates do not use their own writing utensils, which may 
have coded inscriptions, photo technology, or recording capabilities. Furthermore, we observe 
candidate behavior to ensure that other recording devices or photographic instruments are not being 
used. 
 
The Proctor CE sessions will emphasize recent cheating cases so that proctors can understand real-life 
situations of cheating and how the issues were resolved. 
 
Despite these exhaustive security measures, PSI recognizes that examination subversion can still 
happen. In such an instance, as outlined above, PSI will notify the State by telephone and/or email 
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immediately. Following the initial notification, a written report will be submitted to the State within 
24 hours of the discovery. In the event of any subversion, suspected or confirmed, or if an item or 
exam has been compromised, PSI will recommend that all involved items or examination forms not be 
used until the matter is resolved. PSI will be responsible for ensuring that these items and forms are 
not administered until that time. 
 


Test Center Quality Assurance 
PSI has developed and currently employs a comprehensive Quality Assurance Plan for test center 
administration that includes random monitoring of sessions in real time, and review of proctoring and 
candidate activities. Each site has a sophisticated camera and recording system that can be accessed 
remotely by our corporate security staff and our Regional Supervisors who are responsible for the day-
to-day performance of each site. This allows us to audit our proctors’ performance for adherence to 
company policies and security guidelines, as well as review candidate incidents as part of investigation 
of alleged inappropriate behaviors.  
 
PSI equips each Premier PLUSTM testing center with a state-of-the-art video surveillance system 
enabling 24/7 recording capability of all activity and events at the testing center. Digital video 
cameras are installed in the candidate lobby and testing room. Each camera is connected to an 
industry standard MPEG4 video encoder, which records all video activity onto a digital-video server 
storage unit. The digital video server is networked to an external DSL line that allows remote viewing 
from a video-monitoring center. PSI employs the services of remote video-monitoring firms to respond 
to all alarm events. From this center, real-time and recorded video is searched and archived, with 
appropriate actions taken given the nature of the event. If there is an incident in which a candidate 
attempts to cheat, or there is otherwise a potential security breach, PSI is able to provide footage or 
still frames of the incident to the State. A sample security camera layout with fields of view is 
presented in Figure 8 below.  
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Figure 9: Sample Test Center Security Camera Layout 


 
 
Our permanent test centers are also equipped with remote-controlled digital cameras (webcams). 
From the proctor computer, the proctor can scan the testing room and zoom in on a particular 
candidate. The proctor can also take a picture if a suspected breach is taking place. These digital 
cameras can also be controlled by our Regional Managers through remote access. 


 
Figure 10: Test Center Camera View 
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3.2.1.9 Candidate Verification 
3.2.1.9 Verify identity of test candidate by use of government-issued photo identification; 
 
PSI requires that proctors check the identification of all candidates before admittance into the test 
center. Acceptable forms of identification include a current driver’s license, state-issued identification 
card, passport, or a notarized photograph bearing the candidate’s signature.  
 
Historically, PSI has required that candidates provide two forms of identification, one of which must be 
issued by a Federal, state, or local governmental agency and bear the candidate’s name, signature, 
and photograph. The second form must bear the candidate’s name and signature. Candidates who 
arrive at the test center without proper identification are not admitted. Proctors check each 
candidate’s name and identification number against the printed examination roster for that day. Only 
candidates listed on the roster are admitted into the test center.  
 
All candidates who present valid forms of identification that match our registration records are then 
digitally photographed during check-in -- this photograph is stored in ATLAS, will be printed on score 
reports, and archived with the score results. Candidates who are re-taking the examination have their 
identities verified against digital photos stored from prior examination attempts.  
 


Figure 11: ATLAS™ Candidate Images Screen 


 
 
Once a candidate’s identity has been verified, they are provided access to the testing room. Upon 
completion of the examination sessions, the candidate record, including all examination information 
and stored photo images, is uploaded into our central database. 
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3.2.1.10 Maintaining Test Results 
3.2.1.10  Include a detailed explanation of the maintenance of each candidate-generated answer after any exam 
administration. 
 
After computer-based test administration, all candidate information and item-level detail are 
routinely scrubbed from the desktops once information is sent to the test site server, and all raw data 
files are backed up though our standard operational procedures. Access to any specific candidate’s 
item responses and keystroke information would be available within the assessment platform itself or 
can be accessed in its raw form on our internal corporate network once the test site communicates 
with our central database. Item responses and keystroke information do not contain any item content 
information and are stored for purposes of providing an audit trail. 
 
PSI typically retains data for a period of not less than five years; however, PSI’s storage capacity can 
allow for an unlimited period of secure data storage. If records are retained electronically, the benefits 
are numerous, as outlined below. 
 
Each record will contain detailed information on all required fields, and all information will be 
password-protected. PSI’s candidate-tracking system was designed to provide flexible, customized 
business rules for each program administered. Every single client program that we implement on our 
platform has a series of these customized business rules associated with its program properties inside 
our system. This allows PSI to customize the business rules related to procedures to meet the specific 
needs of our clients.  
 
PSI will provide these services through our integrated testing and licensure system, ATLASTM 
(Assessment Technology and License Administration System). This single proprietary platform – 
currently used for examination development, administration, and pre-licensing and continuing 
education services – includes a sophisticated database management system and the capability to 
conduct all test development, administration, licensing, continuing education, auditing, and reporting 
features securely and reliably through a web-based solution. PSI’s technology services enable a 
seamless end-to-end management platform for the capture and delivery of license and certification 
information. 
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3.2.2 Testing Facilities 


3.2.2.1 Nevada Test Locations 
3.2.2.1 Provide for acceptable physical facilities to meet the demands of exam administrations at a minimum of 
three (3) exam centers throughout the State, preferably centrally located to serve Las Vegas, Reno and Elko, 
including the surrounding areas, and for each testing facility include days/hours of operation, list of closed 
holidays, and number of days in operation per calendar year; 
 
As your current testing provider, PSI has three test centers in Nevada providing testing services for this 
program in Elko, Las Vegas, and Reno. We have established our local Nevada corporate facility, 
complete with our entire call center, shipping department, and key supervisory staff to handle all 
contract requirements. The Nevada office will be supported by our corporate facilities in Burbank, 
California, which provide operations for all of our programs and are staffed with senior management 
and support personnel. 
 
The locations, current hours of operation, number of stations, and days in operation per calendar year 
of PSI’s Nevada test centers are provided in the table below: 
 


Area Address Hours # of 
Stations 


Days in 
Operation 


Elko 225 Silver Street, Suite 102 
Elko, NV  89801 Mon., Tues. 10:00am-2:00pm 4 98 


Las 
Vegas 


3210 E. Tropicana 
Las Vegas, NV  89121 


Mon., Tues., Wed., Thurs. 6:30am-
6:30pm 


Fri. 6:30am-3:00pm 
Sat. 10:00am-6:30pm 


Sun. (2/month) 10:00am-3:00pm 


20 330 


Reno 
Airport Plaza Office Bldg 
1755 E. Plumb Lane, Ste 108 
Reno, NV  89502 


Tues/Wed/Fri/Sat 9:00am-1:00pm 
Thurs. 9:00am-4:00pm 10 202 


 
Because PSI has total control over test centers and staff, we can adjust the schedule to accommodate 
the volume of candidates that require testing appointments. We minimize the number of days that we 
are closed. We will close for major holidays such as New Year’s Day, Memorial Day, Independence 
Day, Labor Day, Thanksgiving Day and Christmas and, depending on the day of the week on which the 
holiday falls, surrounding days. For example, in 2012 we scheduled 12 holiday days. Other holidays are 
considered on a case-by-case basis by reviewing our Site Utilization Report. We will only close if no 
major impact on the test center schedules is anticipated.  
 
All permanent Premier PLUSTM test centers are under the direct control of PSI, allowing us to ensure 
that candidates testing there will receive the same experience and use the same equipment (e.g., 
computers, chairs, tables, etc.) as any other candidate. Test centers are staffed with PSI employees. No 
functions at these testing sites are subcontracted. All test centers are operated by PSI for licensing, 
certification, and assessment examination programs. Property leases are generally signed with the 
building managers for the length of the contract. PSI’s system ensures that we have total control over 
testing standards, testing staff, and scheduling. In the event of a surge in volume, PSI can add 
examination sessions, days, or stations because the test centers are totally under the company’s 
control.  
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Our test center locations can provide accessibility not only during weekdays, but also weekends and 
evenings to accommodate the number of candidates wanting to schedule appointments. PSI 
constantly monitors the availability of testing sessions at our sites – on a weekly basis, a Supervisor 
runs a Site Availability Report, and adds sessions to respond to candidate demand. If the volume of 
candidates requesting examinations increases so that a candidate cannot be tested within a seven (7) 
day period after registration, PSI is able to respond quickly and effectively to provide additional hours 
and/or test centers. For example, in 2003, during the real estate boom, we found that candidates were 
taking the Nevada Real Estate exams in far greater numbers than originally expected; in order to 
accommodate demand and ensure that all candidates could test within a reasonable timeframe, PSI 
quickly expanded the operational hours of our Las Vegas site to 16 hours a day, 7 days per week, until 
candidate volume no longer warranted those hours.  
 
PSI currently has a nationwide network of over 260 Premier PLUSTM computer-based test centers, and 
candidates are welcome to schedule examinations at any of these test centers if client policy permits 
this process.  
 
As emphasized above, PSI’s system for establishing permanent test centers ensures that we have total 
control over testing standards, testing staff, and scheduling. PSI has developed a comprehensive set of 
guidelines for site selection. We also perform audits of our test centers routinely, mostly unannounced 
as “secret shoppers.” Please refer to Appendix F, which is included as part of our proposal 
documentation, for the Site Monitoring Checklist utilized by PSI to ensure uniformity of administration 
at our test centers.  
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Figure 12: PSI Site Selection Checklist 
 
 


PSI EXAMINATION SERVICES TEST SITE INSPECTION 


SITE ADDRESS   


BILLING ADDRESS  


SITE CONTACT PHONE 


 (       ) 


BILLING CONTACT PHONE 


 (       ) 


SCHEDULING CONTACT PHONE 


 (       ) 


ROOMS Dimensions Maximum No. of Examinees Cost 
    


    


    


ACCESSIBILITY ELEVATORS 


ACCESSIBLE ROUTES ENTRANCES 


AIR CONDITIONING/HEATING ENTRANCE AND EXITS 


CLOCKS GROUND AND FLOOR SURFACES 


CURB RAMPS HANDRAILS 


DETECTABLE WARNINGS LAVATORIES 


DOORS LIGHTING 


DRINKING FOUNTAINS/WATER COOLERS MASS TRANSIT 


EATING FACILITIES NOISE LEVEL 


PA SYSTEM SINKS 


PARKING STAIRS 


PARKING AND PASSENGER LOADING ZONES SUPPLY ROOM 


PLATFORM LIFT TABLES AND CHAIRS 


PROTRUDING OBJECTS TELEPHONE AVAILABILITY 


RAMPS TOILET STALLS 


REST ROOMS URINALS 


SECURE STORAGE AREA SIGNAGE 


WINDOWS  


 
ADA COMPLIANCE:     Yes     No 


 
Comments: 


_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
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PSI’s Premier PLUSTM test centers are located in professional office spaces and are equipped with the 
same professional workstations. The locations are selected based upon several criteria: 


 Short driving distance from all areas of the state; 


 At least a 35% over-capacity at every site to accommodate surges in candidate volume 
(with greater surges more sessions can be scheduled); 


 Adequate parking available; 


 Convenient to airports, lodging, restaurants, etc.; and 


 Convenient to public transportation. 
 
PSI’s Premier PLUSTM test centers offer candidates a comfortable, smoke-free environment to take the 
examinations. When selecting test centers, many factors are considered including: 


 


 Appropriate spacing between candidates; 


 Accessible working fire exits; 


 Adequate ventilation and temperature control; 


 Appropriate lighting; 


 On-site, accessible restrooms; 


 Convenient access via major roads and highways; and 


 Accessible telephone. 
 
The following diagram (see Figure 13) illustrates a typical PSI Premier PLUSTM test center layout. As 
shown, PSI test centers limit access to one entrance so all candidates entering and exiting the test 
center can be easily monitored by the test center proctor. 
 


Figure 13: Typical PSI Premier PLUSTM Test Center Layout 
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All testing stations at PSI’s permanent Premier PLUSTM test centers are identical from site to site. A 
standard PSI test station is a generous 4 feet wide and 4 feet deep with a solid workspace of 4 feet 
wide by 30 inches deep. Each station also has side walls extending 4 feet tall, providing maximum 
privacy and security. Each station is equipped with a fully adjustable pneumatic chair to accommodate 
all adults, and the 17-inch monitor is adjustable for optimal viewing. Glare screens are available upon 
request. Please see Figure 14 for a typical test station setup in a PSI Premier PLUSTM test center.  
 


Figure 14: Typical PSI Premier PLUSTM Test Stations 
 


 
 
PSI’s system ensures that we have total control over testing standards, testing staff, and scheduling. 
PSI’s uniform test center network ensures that each candidate, no matter where he/she takes an 
examination, will have the same testing experience as all other candidates. In the event of a surge in 
volume, PSI can add examination sessions, days, or stations. PSI is able to accommodate surges in 
candidate volume almost instantly. 
 


3.2.2.2 Special Accommodations 
3.2.2.2 Provide for accommodations and procedures for conducting special exam administrations for those 
candidates whose religious beliefs prevent them from taking an exam on certain days of the week, or as required 
by the Americans with Disabilities Act; 
 
PSI will make accommodations for administering examinations on an as-needed basis for candidates 
whose religious beliefs prevent them from taking an exam on certain days of the week. Typically, PSI’s 
test center schedules offer candidates several days of the week on which they may test, but when a 
candidate cannot schedule a satisfactory day and/or time, a PSI Supervisor can easily create a new 
test session that will meet the candidate’s religious requirements. 
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PSI has established policies and procedures developed for the identification and evaluation of special 
accommodations for candidates, in accordance with the Americans with Disabilities Act of 1990 (ADA): 
 
 Enhanced tracking system that documents all special accommodations candidates that have 


contacted the call center and scheduled – PSI tracks ALL communications and attempted 
communications. 


 
 Special accommodation phone queue with dedicated ADA specialists:  candidates are 


transferred to live agents (15 agents are currently available) that are skilled in scheduling 
special accommodation exams. 


 
PSI has experience with providing accessible test centers, as well as special accommodations for 
candidates with disabilities. All of PSI’s test centers are selected and furnished to accommodate 
candidates with disabilities. PSI regularly handles special administrations for licensing examinations, 
as well as other special requests by candidates with particular needs. All proctors are thoroughly 
trained in the appropriate examination procedures for such accommodations, and are informed in 
advance of those that have been approved. The following candidates may require special 
administrations: 
 
 Those who have disabilities, in accordance with the ADA; and 
 Those who may be experiencing temporary physical impairments, such as broken limbs or 


pregnancy. 
 
Candidates with hearing or speech impairments may contact our established TTY service, using our 
toll-free telephone number to schedule an examination, or may contact PSI using the Internet. All 
procedures for requesting special accommodations will be described in the Candidate Information 
Bulletin and are subject to client approval. 
 
Accommodations made available will be unique to the special needs of each candidate and will be 
provided in accordance with the Division’s direction. Possible accommodations include, but are not 
limited to: 
 
 Extended time for the examination (e.g., under a recent court decision, candidates with 


dyslexia must be allowed double-time for their examination); 
 An oral examination; 
 A dedicated proctor for individualized testing; 
 A paper-and-pencil examination; 
 A Braille examination; 
 A magnifying screen; and 
 An elevated monitor. 


 
Typically, PSI does not require candidates with blood sugar disorders to get prior authorization for 
small food items at the testing station. However, such items are thoroughly inspected by the proctor 
for unauthorized material.  
 
PSI has participated in numerous workshops and seminars and continuously monitors all changing 
laws and regulations related to testing candidates with disabilities. In 1992, PSI published, 
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“Accommodating Employment Testing to the Needs of Individuals with Disabilities,” in response to the 
Americans with Disabilities Act of 1990. Although the piece was designed to guide employment-
testing procedures, PSI has applied many of the ideas to its testing policies. This publication is a 
valuable resource to both PSI and our clients in that it is a collaborative effort of industrial 
psychologists and testing professionals trained and experienced in appropriate testing procedures and 
legal requirements. 
 


3.2.2.3 Seating Capacity 
3.2.2.3 Provide for availability of seating capacity at each testing facility; 
 
Each of PSI’s Nevada test centers provides ample seating capacity, as shown in the table below: 
 


Test Center # of Stations 
Elko 4 
Las Vegas 20 
Reno 10 


 
PSI constantly monitors the availability of testing sessions at our sites. On a weekly basis, a Supervisor 
runs a Site Availability Report (Figure 15 below), and adds sessions to respond to candidate demand. If 
the volume of candidates requesting examinations increases so that a candidate cannot be tested 
within a five (5) business day period after registration, PSI is able to respond quickly and effectively to 
provide additional hours and/or test centers.  
 
PSI considers the monitoring and management of our test center capacity and maintenance of reliable 
service indicators to be a core competency, and we have a strong history of responding to sudden 
high-volume situations: 
 


• Most recently, PSI responded to sudden candidate demand in Oklahoma.  Due to the harsh 
winter which had caused test center closures combined with the recent surge in the real estate 
testing market, we found (through monitoring of our test sites) that candidates were 
experiencing delays in scheduling. As a result, within 24 hours, we were able to add sessions 
for evening hours and Sunday sessions at our Oklahoma City and Tulsa locations. This resulted 
in reducing wait time for appointments to less than five days, as opposed to the potential wait 
time of nearly three weeks. 


 
• In December 2010, PSI became the first vendor chosen to administer examinations on behalf of 


the California Department of Insurance. The implementation of services included capacity 
planning for an influx of more than 40,000 candidates in 2011 – almost doubling the candidate 
volume of other PSI programs in California in 2010. Due to careful capacity planning, the 
expansion of schedules at existing locations, and the establishment of just three new 
California test centers, we were able to effectively handle the increase from 45,762 candidates 
in 2010 to 86,106 in 2011, and continue to test all candidates in a timely fashion. 


 
• In April 2011, PSI undertook of one of the largest test administration projects in our history for 


our contract with the New York City Fire Department, which included computer-based testing 
of 60,000 candidates in the New York Metropolitan Area over a 5-week period. PSI successfully 
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completed this logistically difficult administration with a combination of our PremierPLUS™ 
test centers and specially created event test sites. PSI administered all tests with a high degree 
of accuracy, leading to a successful implementation for the client. 


 
• Some programs have been affected by new regulations, such as our Virginia Medication Aide 


program -- in December 2008, a new regulation was passed that affected over 2,000 
candidates, and required them to test by December 31st. Many candidates did not begin to 
register for the test until November of that year. PSI responded by expanding our hours at all 
Virginia sites to 7 a.m.—11 p.m., seven days per week. We added even more examination 
sessions at two centrally located hotels, throughout December, which ensured that the needs 
of all candidates were satisfied. 


 
• Our Colorado Mortgage Broker program experienced a surge in candidates due to a planned 


increase of the license application fee in December 2008; there were over 2,500 candidates 
who wanted to test during the November-December period. Our Supervisors maximized our 
utilization of all Colorado sites, running sessions from 7 a.m.—11 p.m., seven days per week. 
To ensure that all candidates could schedule an examination prior to the fee increase, we also 
offered test sessions at hotels across Colorado. Additionally, we conducted on-site testing at 
companies that had a large number of employees who needed to test. By utilizing all of these 
options, PSI was able to accommodate all candidates. 


 
Figure 15: Site Utilization Report 
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3.2.2.4 Security of Exam Process 
3.2.2.4 Provide for the security of the examination process. 
 
After computer-based test administration, all 
candidate information and item-level detail 
are routinely scrubbed from the desktops 
once information is sent to the test site 
server, and all raw data files are backed up 
though our standard operational procedures. 
Access to any specific candidate’s item 
responses and keystroke information would 
be available within the assessment platform 
itself or can be accessed in its raw form on 
our internal corporate network once the test 
site communicates with our central 
database. Item responses and keystroke 
information do not contain any item content 
information and are stored for purposes of 
providing an audit trail. 
 
PSI’s ATLAS system only distributes enough 
test forms for the next day’s testing sessions 
to each test center. PSI encrypts all electronic testing materials sent to the test center, ensuring that 
the materials in transit cannot be compromised, and that the testing materials can only be opened at 
workstations equipped with the encryption key. The testing server is locked in a server cabinet that is 
fastened to the floor of the testing facility. No tests exist on the workstations until launched by the 
test administrator. If theft of a testing workstation occurs, no testing materials are lost since the tests 
do not reside on these machines. PSI’s proctoring system prevents the proctor from accessing the test 
directly. Candidates will be randomly seated upon check-in at the center. The seat assignment is 
recorded on the daily roster and will be maintained for at least one year. In addition, it is PSI’s policy 
to never seat candidates next to a friend, spouse or relative. Typically, as candidates arrive at the test 
center, they are seated in a staggered fashion (skipping testing stations and then filling them in with 
remaining candidates).  
 
PSI proctors enforce the check-in, check-out, and 
testing session security procedures at each 
location. Access to the test centers will be limited 
to scheduled, State-approved personnel, and 
examination administration staff. PSI has 
developed a Corporate Security Program Policy 
and Procedure manual covering test 
development, security for printed material 
inventories, test administration, scoring, 
reporting, computer security, and other topics. 
PSI has also incorporated security procedures into 


“We are extremely pleased that we chose 
PSI… We have found representatives of the 


company to be very responsive to our needs. 
In addition, we are highly impressed with the 


integrity of the company, the quality of the 
examinations, and the attention to detail 


that PSI team members provide. The security 
of the examinations and the examination 


sites are impregnable. I would highly 
recommend PSI to any organization that is 


considering contract services for a 
professional examination program.” 


 
--Margi Grein, Executive Director 
Nevada State Contractors’ Board 


 


PSI has a tremendous track record of 
active proctoring that results in cheaters 


being caught, reported, investigated, and 
prosecuted. PSI’s diligence in security has 


resulted in school closures; injunctive 
relief orders; and license denials, 


suspension, and revocations. 
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operations manuals and training manuals for each program. PSI trains both staff and proctors on 
procedures for handling suspected security breaches, and any security issues or suspected breaches 
are immediately documented and reported.  
 
PSI will investigate and report any suspected security breaches as required. PSI’s proctors are 
extensively trained to observe unusual behavior and to intervene to prevent security breaches. This 
may involve warning a candidate about suspicious behavior, moving a candidate to another seat, 
tracking the length of time for breaks, monitoring the testing room with sound-detection devices, and 
so on. It may also involve finding unauthorized notes, deliberate sharing of examination information, 
or an attempt to remove test material from the test center. In any event, PSI proctors are trained to 
provide extensive documentation of the incident, gather information from witnesses, and report the 
infractions immediately to PSI headquarters. If the suspected breach is discovered at the test center, 
the proctor will complete a PSI Incident Report, which is then electronically sent to a Supervisor of 
Field Operations (see Figure 16). An Incident Report is generated by a proctor in response to any 
unusual event.  
 
In the event it is suspected that an examination form or examination items have been compromised, 
PSI will notify the Division by telephone and/or email immediately. Following the initial notification, a 
written report will be submitted to the Division within 24 hours of the discovery. In the event of any 
security breach, suspected or confirmed, PSI will recommend that all involved items or examination 
forms not be used until the matter is resolved (PSI can replace any affected items with comparable 
items from a reserve pool). PSI will be responsible for ensuring that these items and forms are not 
administered until that time. 
 
In case of a disaster at one of PSI’s testing centers, PSI is committed to having a permanent 
replacement site operational in less than 60 days. In the interim period, PSI also maintains 
replacement systems ready for implementation on-site at our corporate location and can have a 
temporary site up and running within two business days for computer-based examination 
administration. Additionally, PSI can offer any scheduled candidates the ability to reschedule at other 
locations within the state. PSI can also implement temporary paper-and-pencil administrations should 
that be required. 
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Figure 16: Incident Report 
 


 
 


3.2.3 Candidate Records 
Proposal must include detailed explanation of how candidate’s personal information is secured, including the 
storage, retention and disposal procedures of candidate records. 
 
PSI typically retains candidate data for a period of not less than five years, or as directed by the client; 
however, PSI’s storage capacity can allow for an unlimited period of secure data storage. If records 
are retained electronically, the benefits are numerous, as outlined below. 
 
Each record will contain detailed information on all required fields, and all information will be 
password-protected. PSI’s candidate-tracking system was designed to provide flexible, customized 
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business rules for each program administered. Every single client program that we implement on our 
platform has a series of these customized business rules associated with its program properties inside 
our system. This allows PSI to customize the business rules related to procedures to meet the specific 
needs of our clients.  
 
Every transaction taken on each record in our system is tracked through our Test Details view. The 
State can view each record and all the historical data tracked for that record, from initial examination 
registration all the way through to completion. Our system also identifies which system user, whether 
a PSI employee or a State staff member, takes action on a particular record so there is accountability 
on each record.  
 
PSI can maintain all candidate data for the entirety of the contract period, and will turn over all such 
tracked information and materials to the Division upon completion or termination of the contract. 
 
PSI considers the secure electronic maintenance of licensing-related files to be of the utmost 
importance. PSI has extensive experience with establishing, maintaining, upgrading, and monitoring 
security for data transmission over the Internet and via FTP. Access to PSI’s system and Partner Site 
(discussed later in this proposal) is provided through a password-protected and encrypted Internet 
connection. PSI maintains current security standards and software at all times to protect data and 
database integrity as well as the security of our communications with clients.  
 
PSI employs multi-level user access which restricts user access to particular subsets of electronic data 
based on business requirements. Data is secured by encryption during transmission, and routine 
security audits are performed on a regular basis to maintain our system integrity.  
 
PSI regularly conducts data backups and has prepared an extensive disaster recovery/business 
recovery plan that covers procedures implemented in case of a minor power outage or major natural 
disaster. PSI’s information technology experts are well-versed in the latest security procedures and 
software, and PSI’s systems are designed to incorporate continuing security updates. 
 
PSI utilizes several methodologies for data recovery and data backup to provide testing services to its 
clients and to provide on-site data recovery in our testing centers. Backup and recovery were essential 
elements contemplated during the design and development of the application architecture within our 
platform. In addition to the internal design of our platform, PSI utilizes operational processes and 
procedures for company-wide data backup of all our internal systems. A complete backup of all 
corporate information is done weekly with daily incremental backups of all corporate information 
occurring in off-peak hours during the evening. All of our weekly data backups are stored securely off-
site. All of our daily backups are securely stored within our network and are only accessible by a select 
few individuals within our organization. 
 
PSI’s data center is professionally hosted in Burbank in a Tier 1 environment. Our hosting room facility 
is specifically designed as a data management center with raised flooring, power line conditioning, 
two individual AC units, emergency shutdown switches, and UPS backup for all our systems.  
 
Only authorized employees have access to the data center, as it remains locked at all times. Our 
Burbank facility has an alarm system as well as card reader access on all doors. Access to the parts of 
the facility where our data room is located is controlled by card access. PSI’s data center is designed 
for expansion room. We have complete control over our environment and manage our own 
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maintenance schedules. We have found that this provides us with more control given the type of 
business we run. Our services are being utilized on a seven day a week basis. By controlling our own 
maintenance schedules, we minimize system downtime and implement changes when our business 
allows for it.  
 
PSI performs complete system backups twice a week and incremental backups on a nightly basis. 
Backup tapes are on a standard 4-week rotation with monthly and quarterly rotations, also known as 
a grandfather-father-son rotation schedule. Additionally, PSI performs log shipping of the ATLAS 
database every 5 minutes throughout the day with data mirroring of the database in an offsite 
location. 
 
PSI's network infrastructure operates within the borders of a sophisticated commercial packet filtering 
firewall system provided by Cisco Systems. All incoming and outgoing IP traffic is logged and 
monitored to ensure that network security breaches are prevented at the perimeter, and network 
personnel are alerted to unauthorized network access attempts. Monthly security reviews are 
conducted encompassing IP security infrastructure, as well as physical access control to verify the 
integrity of our corporate data security policies. 
 
With regard to the disposal of physical records of candidates, PSI secures and stores all records at our 
sites in locked cabinets, which are then mailed weekly to our Las Vegas corporate facility. They are 
stored there in locked cabinets until such time as we are contractually allowed to dispose of them. At 
that time, we contract with a professional and reputable shredding service that provides on-site, 
corporate document disposal. 
 


3.2.4 Score Report 
Proposal must include ability to provide score reports to candidates in a format acceptable to the Division. Division 
requires that score report card include an embedded color photo of the candidate.  
 
“Score report card” is the score report issued to each candidate following the examination.  Score reports printed 
on secure/watermarked paper with an embedded color photo of the candidate will be acceptable. 
 
PSI will continue to provide score reports to candidates in a format acceptable to the Division. 
 
As required by the Division, candidates will be photographed using a color digital camera during 
check-in (see Figure 17 below). The photograph is then printed on each candidate’s secure score 
report. PSI’s computer test administration program presents candidates with examination scores on 
the computer screen immediately following the examination. PSI also provides a hard copy of the 
score report to each candidate immediately following completion of the examination. Score reports 
contain the total number of items answered correctly, the number required to pass, the pass/fail 
status, a diagnostic report, and instructions for re-applying for an examination, as applicable. Please 
see Appendix E for sample score reports currently used for this program.  
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Figure 17: ATLAS™ Candidate Images Screen 
 


 
 
 
All score reports (see Figure 18 below) are printed on secure, tamper-proof paper. By the time the 
candidate gathers his/her belongings, exits the testing room, and enters the reception area, his/her 
score report will have been printed. The printing of the score report takes no longer than one minute.  
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Figure 18: Candidate Score Report Format 
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3.2.5 Brochures 
Proposal must include ability to prepare, print, and distribute Candidate Brochures/Bulletins for all examinations 
included in this RFP. 
 
PSI will customize, design, produce, and distribute a Candidate Information Bulletin (CIB) that will 
contain all necessary information and forms for taking the examinations. PSI will work with the 
Division to gain approval of the CIB on a yearly basis, and will make any required revisions. PSI will 
post the CIB on our website and distribute hard copies free of charge to candidates, approved 
education providers, and the Division, as requested. All requests for CIBs will be filled by the next 
business day. Please see Appendix G, which is included as part of our proposal documentation, for the 
CIB currently provided for this program. 
 
PSI can implement changes to the CIB and make the revised version available within one (1) business 
day. PSI revises our CIBs whenever there has been a change in company policy, client requirements, 
exam content, or any other area covered by the CIB. PSI will work with the Division to ensure that any 
changes to the CIB are approved by the Division before distribution. 
 
When the California Department of Consumer Affairs switched to PSI in early 2007, they experienced 
the PSI difference immediately: 
 


 
 
 
The CIB will contain all necessary information and instructions for taking the examination and 
applying for a license, including:   


 
 Requirements for taking an examination; 
 How to apply/register for an examination;  
 Relevant statutes and regulations; 
 Examination registration forms; 
 Examination fees;  
 Scheduling procedures;  
 Content outlines and descriptions of the format of the examinations;  
 Supplies provided by PSI at the test center; 
 The time limit for the examination;  


"It took approximately 4-6 weeks to republish [the handbook] 
with our previous vendor. 


PSI is able to make republications and post them to their 
website in less than one week." 


 
Nicole Woods, Office of Examination Resources 


California Department of Consumer Affairs 







Part I A – Technical Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 


70 


 The scoring system and procedures for reporting of results;  
 Admissions and examination process and procedures; 
 Appropriate examination-taking strategies (e.g., “there is no penalty for incorrect 


answers, so be sure to answer every question”);  
 Policies on the use of scratch paper, calculators, or other support material;  
 Sample test questions;  
 Specific information about taking the test on the computer;  
 List of approved reference materials;  
 List of the test centers and driving directions to each; 
 List of the alternate test centers and driving directions, if needed; 
 Security procedures and security breach information; 
 Procedures for requesting a special accommodation; 
 Licensing requirements, procedures, and forms. 


 
Please note that all of PSI’s CIBs and other 
informational materials are customized to the 
specifications required by our clients. Procedures and 
forms are developed based on the unique needs of each 
individual program. The CIB may also have sections 
describing PSI’s refund policies, appeal process, holiday 
or weather-related test center closures, and clear 
instructions about how to contact PSI and/or the 
Division.  
 
We will work with the Division to ensure that all 
references are current and that all examination 
requirements and guidelines provided by the Division 
are incorporated into the CIB. PSI will make the CIB 
available to candidates at least one month before the 
first scheduled examination. At the Division’s option, 
candidates can also call PSI’s toll-free telephone 
number, 24 hours a day, 7 days a week, to request a 
CIB, or download a CIB from our website in Adobe 
Acrobat PDF file format. PSI will ensure that a sufficient 
supply of CIBs is also available at all times to the 
Division and pre-licensing schools.  
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3.2.6 Contact Number 
Proposal must include ability to provide a toll free phone number and website access for candidates and the 
Division staff to use. 
 
PSI currently provides a toll-free telephone number for candidate inquiries, (800) 733-9267.  
 
Candidates can speak with a live Candidate Service Representative (CSR) in our in-house Las Vegas call 
center who will assist them in registering and/or scheduling an examination, from 4:30 a.m. to 7:00 
p.m. Pacific Time, Monday through Friday, and 6:00 a.m. to 2:30 p.m. on Saturdays. 
 
The Division staff can continue to contact our toll-free office number ((800) 367-1565) with any 
questions or concerns. In addition, key PSI staff assigned to supporting the Division’s services contract 
will provide their cell phone numbers to the appropriate Division representatives to contact as needed. 
 


3.2.7 Government Purchase Orders 
Proposal must include ability to accept purchase orders from other governmental agencies for payment of exam 
fees. 
 
PSI will continue to accept purchase orders from other governmental agencies for payment of exam 
fees under the terms of a new contract award. 
 
 


3.3 Reporting Standards 


3.3.1 Exam Results 
Proposal must include detailed explanation of exam results, exam summary statistics and distribution of such to 
the Division, including but not limited to: 
 
Examination results are currently transmitted to the Division electronically and we envision that we 
will continue this process. Digital transmission of data is the preferred mode of exchanging 
information since it alleviates the delays and risks associated with shipping hardcopy reports or 
diskettes. It also enables the Division’s data to be updated within hours of the candidates’ 
examinations, if desired.  
 
PSI’s system was designed to be flexible, and PSI’s procedures and business rules are customized to 
meet the needs of each testing program. All program information is available to the client through our 
Partner Site interface. We value the partnerships with our clients and understand the importance of 
sharing information, and by this token, ATLASTM was designed to allow for the instantaneous sharing 
of information with our clients. We also provide ad hoc queries for our clients. Clients can also look up 
specific candidate information, such as demographic information, testing history, scores, registration 
and payment information, and application status.  
 
PSI’s system generates both standardized and custom reports, including demographic reports and 
pass-fail statistics. Reports can include rosters; results by test center; results by candidate 
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demographics, registrations, testing statistics, or scores; and statistics summaries. Each of these 
reports can be generated using specific start and end dates, enabling the client to query information 
for a day, week, month, or for the entire length of the testing program. Each of the reports is 
automatically formatted using Adobe Acrobat so that the files can be printed, saved, or emailed to 
staff. Please see Appendix H, which is included as part of our proposal documentation, for samples of 
the reports typically provided to our clients. 
 
PSI customizes reporting formats to meet the needs of each testing program. PSI can generate printed 
or electronic reports daily, weekly, monthly, yearly, or on any other schedule set by the Division. PSI 
can also create and transmit reports to other key stakeholders, such as monthly examinee 
performance reports sent to each prelicense school, showing the collective performance, by general 
test area, of the students from the school.  
 
Electronic data interchange (EDI) is a critical aspect of the relationship between PSI and our clients. PSI 
can provide a State-approved effective and efficient method of electronic transmission. Submitted via 
a secure Internet connection, all electronic transmission will be: 
 


 Highly secure; 
 Easy-to-use; 
 Fast; 
 Fault tolerant; and 
 Highly available. 


 
We consider our reports one of the most important aspects of our programs. PSI can produce and 
provide reports to the Division, customized and prepared in the format requested by the Division.  
 
PSI can make available to the Division reports containing: 
 


 Score reporting; 
 Pass/Fail Rates; 
 Pre-licensing school data; 
 Demographic information; and 
 Item and examination statistics. 


 
PSI can easily modify, add, or delete information contained in the reports and/or change the method 
of transmitting the reports should the Division wish. 
 
The first time a candidate contacts PSI, a permanent electronic file can be created for that candidate. 
The file would include all pertinent personal information including name, social security number, 
address, telephone number, and test type. Each time the candidate schedules and/or takes an 
examination, that information can be added to the record. PSI will maintain these records for the 
length of time required by the Division. The system is capable of monitoring the dates tested and the 
number of retakes allowed. On a regular basis, PSI can also provide the Division with a statistics 
summary for each examination type and a demographic report.  
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Using the methods described above, 
PSI can provide the Division secure 
access to an electronic reporting tool 
to obtain reports of examination 
performance and demographic, as well 
as statistical data associated with the 
administration of licensure 
examinations. These reports will be 
customized to meet the requirements 
of the Division.  
 


The Partner Site 
Each of our clients has access to PSI's 
Partner Site through ATLASTM – PSI 
customizes the Partner Site for each client’s requirements, and will continue to create a personalized, 
specific experience for the Division. The Partner Site gives our clients secure access to candidate 
information, examination statistics, and reports, including overall examination reports, as well as 
individual candidate score reports. While PSI is fully committed to producing and delivering required 
reports on a weekly, monthly, quarterly, and annual basis, it is sometimes beneficial for the client to 
have direct access to the data. Using the Partner Site is very simple and requires only a brief, five-
minute orientation from a PSI staff member. The State will continue to have an access code and 
password, and access to the site through standard web browsers. The site can be available to 
numerous staff members who need access to candidate data in a timely manner. 
 
PSI routinely provides operational reports related to test administration. In addition, reports are 
generated based on candidate survey results, including candidate comments collected from the survey 
administered upon completion of an examination. See Figure 19 below for a sample screenshot from 
the site.  


 
  


“Our printed monthly reports are no longer needed, 
due to the unprecedented flexibility of the computer 
system that PSI has provided for us. PSI’s web-based 


system allows us to generate electronic reports as 
we need them, from month to month, saving labor, 


paper, and time.” 
 


--Richard Hurlburt, Director 
Occupational and Professional Licensing Division 
Connecticut Department of Consumer Protection 
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Figure 19: Sample State-Specific Partner Site 
 


 
 
 
In addition to providing access to all of the information requested by the Division, PSI provides a 
flexible and robust reporting interface on its Partner Site. Several reports can be generated using 
client-specified start and end dates, enabling the Division to query information for a day, week, 
month, or for the entire length of the testing program. Each report is automatically formatted using 
Adobe Acrobat so that the files can be printed, saved, or emailed to staff. The following are reports 
and information available through PSI’s Partner Site: 
 


 Candidate Survey Report 
 Examination Statistics Summary Report 
 Special Accommodation Request Report 
 School Summary Reports 
 Examination Results Report (with and without school information) 
 Specific Test Center Reports 


 
Authorized users can access all necessary data at PSI’s Partner Site from any computer with Internet 
access. Multiple users at the Division can be assigned access to the information, which may be more 
convenient than printed reports. The Partner Site is available 24 hours a day, 7 days a week. Please 
refer to Appendix H for sample state reports that can be provided via the Partner Site. 
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3.3.1.1 Daily Electronic Transfer 
3.3.1.1 A daily electronic transfer of all candidates biographical and score information administered during the 
previous day to the Division in a Division specified format; 
 
PSI will continue to provide a daily electronic transfer of all candidates’ biographical and score 
information administered during the previous day to the Division in a Division-specified format. The 
Division may also access this data on-demand via the Partner Site. 
 


3.3.1.2 Score Certification 
3.3.1.2 The score report must be certified by the Contractor and be on watermarked paper to include a 2x2 inch 
embedded color photo of the candidate and a breakdown of the candidate’s exam score; 
 
PSI will continue to certify all score reports and provide them on watermarked paper, including a color 
photo and breakdown of the candidate’s exam score, as shown in Section 3.3.4 above and in Appendix 
E – Sample Score Reports, which is included as part of our proposal documentation. 
 


3.3.1.3 Weekly Electronic Transfer 
3.3.1.3 A weekly electronic transfer of the attendance roster in alphabetical order containing candidates name, 
address, exam number and score of passing and failing candidates to the Division; 
 
PSI will continue to provide a weekly electronic transfer of the attendance roster in alphabetical order 
containing candidates’ names, addresses, exam numbers, and passing and failing scores to the 
Division. The Division may also access this data on-demand via the Partner Site. 
 


3.3.1.4 Monthly Electronic Transfer 
3.3.1.4 An electronic report of exam summary statistics, separately for each type of exam administered, 
indicating number of candidates registered, testing, and absent; number and percent of candidates passing and 
failing, and passing score points utilized for the administration on a monthly basis to the Division; 
 
PSI will continue to provide to the Division on a monthly basis an electronic report of exam summary 
statistics, separately for each type of exam administered, indicating number of candidates registered, 
testing, and absent; number and percent of candidates passing and failing; and passing score points 
utilized for the administration. The Division may also access this data on-demand via the Partner Site. 
 


3.3.1.5 School Summary Report 
3.3.1.5 An electronic summary report showing individual school performance on a quarterly basis to the Division; 
and 
 
PSI will continue to provide an electronic summary report showing individual school performance on a 
quarterly basis to the Division. The Division may also access this data on-demand via the Partner Site. 
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3.3.1.6 Individual Items Report 
3.3.1.6 An electronic item analysis detailing performance of individual exam items to the Division on a quarterly 
basis. 
 
PSI will continue to provide an electronic item analysis detailing performance of individual exam items 
to the Division on a quarterly basis. Please refer to Section 3.1.2 for an overview of our Item Analysis 
procedures. 
 
 


3.3.2 Report of Problems 
Proposal must include a notification process by which Contractor will inform the Division by phone and/or in 
writing of any candidate or administration problems. 
 
In the event of any candidate or administration problems, PSI will notify the Division by telephone 
and/or email immediately. Following the initial notification, a written report will be submitted to the 
Division within 24 hours of the discovery. In the event of any security breach, suspected or confirmed, 
PSI will recommend that all involved items or examination forms not be used until the matter is 
resolved (PSI can replace any affected items with comparable items from a reserve pool). PSI will be 
responsible for ensuring that these items and forms are not administered until that time. 
 


3.3.3 Fees to Division 
Proposal must include ability to forward exam fees collected by Contractor to the Division for reimbursement of 
testing fees on a monthly basis within 10 days of the end of the month that exam fees were collected. 
 
PSI will continue to collect exam fees directly from candidates, including credit card (Visa, AMEX, 
Discover, and MasterCard), debit card, money order, and cashier’s check. PSI has demonstrated the 
ability to remit all exam fees collected from candidates to the Division for reimbursement of testing 
fees on a monthly basis. The fees are accompanied by a financial statement. PSI provides this service 
to the Division under the current contract. 
 


3.3.4 Payment to Vendor 
Division will remit the agreed upon testing services fees to vendor in the subsequent month exam fees were 
collected and remitted to the Division or vendor may deduct vendor’s testing services fees from the exam fees 
collected before remitting the balance to the Division.  The vendor also remits a detailed invoice for the fees 
associated with credit card or e-check transactions and is reimbursed those fees for the State’s portion of the 
examination fees. 
 
PSI understands that the Division will remit the agreed upon testing services fees to PSI in the 
subsequent month that exam fees were collected and remitted to the Division or PSI may deduct 
vendor’s testing services fees from the exam fees collected before remitting the balance to the 
Division. PSI also remits a detailed invoice for the fees associated with credit card or e-check 
transactions and is reimbursed those fees for the State’s portion of the examination fees. 
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3.3.5 Fee Caps 
Pursuant to NRS 645.410, NAC 645.207, NAC 645.800, NAC 645.913, NRS 116A.410, NAC 116A.515, NRS 645D.120, 
NAC 645D.250, NRS 645C.340 and NAC 645.090 there is a statutory maximum fee that an exam candidate may be 
charged.  It is $75 for the Business Broker and Property Manager permit exams, and $100 for all other 
examinations.  Any surplus fees retained by the Division must be deposited to the State General Fund.  NRS 
645.140. 
 
There are no statutory fee caps governing the vendor’s portion of the examination fee.  Part of the bid 
consideration is the fee the vendor will charge for administering the examinations, and whether exam 
development is included as a service. 
 
PSI understands that pursuant to NRS 645.410, NAC 645.207, NAC 645.800, NAC 645.913, NRS 116A.410, 
NAC 116A.515, NRS 645D.120, NAC 645D.250, NRS 645C.340 and NAC 645.090, there is a statutory 
maximum fee that an exam candidate may be charged ($75 for the Business Broker and Property 
Manager permit exams, and $100 for all other examinations). PSI understands that any surplus fees 
retained by the Division must be deposited to the State General Fund.   
 
PSI also understands that there are no statutory fee caps governing PSI’s portion of the examination fee.  
Additionally, PSI understands that part of the bid consideration is the fee PSI will charge for 
administering the examinations, and whether exam development is included as a service.  
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3.4 Other Enhancements or Services 


3.4.1 Installation Schedule 
 
The current contract ends December 31, 2016.  Proposal must include a schedule to demonstrate ability to be in 
full operation of each milestone, identified below, including but not limited to each major heading and sub-
heading of the sections outlined in the Scope of Work of this RFP, no later than January 2, 2017: 
3.4.1.1 Job Analysis 
3.4.1.2 Nevada-specific exam question development 
3.4.1.3 Exam form replacement schedule 
3.4.1.4 Testing facilities secured 
3.4.1.5 Capability of Live scan fingerprinting, including verification that Contractor has met the technical security 
requirements to electronically transmit fingerprints to the Department of Public Safety. 
The new vendor must begin administering examinations on January 2, 2017. 
 
PSI has extensive experience with project management for state licensing programs. We have the 
experienced staff and established systems to provide the Division with the required services on 
schedule, and to provide the Division’s candidates with consistent and professional services.  
 
PSI has a particular advantage in this area, given that we are already providing these services for the 
Division. As such, many transition activities (such as test center selection and transition of the item 
banks) will not need to occur after PSI is awarded the contract – there will be no chance for 
interruption in services, since test development and administration activities for these exams are 
ongoing.  
 
On the following page is a sample project continuation plan for ongoing and anticipated tasks. We 
have provided a 120-day schedule for the initial program activities. Of course, PSI can adjust the 
schedule to update all of the job analyses and content outlines for all test categories before January 2, 
2017. 
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[insert project plan] 
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3.4.2 Informational Meetings 
Proposal must include availability to conduct informational meetings with pre-license/ certification school owners 
and/or instructors and the Division staff as requested. 
 
PSI will make all key management staff available to meet with the Division and/or pre-
license/certification school owners and instructors for any necessary meetings. As we are accustomed 
to providing a high level of service and we have a corporate office located in Las Vegas, key staff can 
typically meet with Division representatives in the greater Las Vegas area within thirty minutes notice. 
Although technology allows us to conduct more business in a variety of manners, face-to-face 
meetings are still necessary. After contract award we will schedule a start-up meeting with the key 
managers and the Division. Periodic meetings will be conducted as requested for operational or test 
development issues. 
 


3.4.3 Photos 
Proposal must include ability to electronically produce a digital color photo of the candidate; the photo must be no 
smaller than 2x2 inches, full frontal facial with no impediments (no sunglasses, hoodies, caps or hats). 
 
As noted previously in our proposal (3.2.1.6, 3.2.1.8), PSI will take a color digital photograph of all 
candidates at the test center as part of the standard security procedures during candidate check-in. 
These photographs are used on the score report, and become part of the candidate’s permanent 
record. All electronic candidate information, including photographs taken at the test center and 
examination results, will be permanently stored by PSI and may be transferred to the Division.  
 


3.4.4 Live-scan Fingerprinting 
Proposal must include availability of Live-scan fingerprinting service at all testing facilities, including but not limited 
to: 


3.4.4.1 Fingerprinting at Each Testing Facility 
3.4.4.1 Equip each testing facility for Live-scan fingerprinting service with availability during hours of operation; 
 
PSI currently provides Live-scan fingerprinting for the Nevada Real Estate Division at our Las Vegas 
and Reno test centers and can add this to our Elko center as required. PSI collects and transmits digital 
fingerprints to current Federal Bureau of Investigation (FBI) standards. PSI can transmit fingerprints to 
the Division, Department of Public Safety, Criminal Justice Information Center, or to such other agency 
designated by the Division.  
 
PSI uses the MorphoTrust system for fingerprinting candidates in California, Colorado, Idaho, 
Minnesota, Nevada, New Jersey, New Mexico, New York, Nevada, North Carolina, Oregon, 
Pennsylvania, South Carolina, Texas, Utah, Virginia, and Washington. Both the hardware and 
software meet the FBI's specifications as to image quality, compression, and file transfer protocol. The 
image quality has been IQS Appendix F certified, which is the highest certification at this time. The 
systems come standard with a modem and CD-RW, should the primary ISP go down. The prints can be 
written to a CD, and mailed overnight to MorphoTrust, where they can be imported and transmitted.  
 







Part I A – Technical Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 


81 


The fingerprinting equipment consists of a laptop computer (with the same software suite as the 
desktop model) and a live scan capture device certified by the FBI to its Appendix F Image Quality 
Standard. By using the laptop model, a mobile or remote fingerprinting site can be set up to 
fingerprint current licensees.  
 
A summary of our fingerprinting process is provided below: 
 


1. Candidates are able to walk-in anytime during our operating hours to be fingerprinted. This is 
particularly useful as most candidates choose to be fingerprinted in conjunction with their 
testing session, although they are not required to test at the same time. 


2. When the candidate arrives at the fingerprinting/test center, the proctor will: 


a) check the candidate’s identification (see our Admissions Procedures, earlier in the 
proposal, for more details); 


b) collect payment (if applicable), and issue a receipt for the funds collected; 
c) load the candidate’s electronic file, and verify that the information on the page matches 


the candidate’s identification (and fill in any missing information in our system, as 
necessary);  


d) electronically scan fingerprints on all fingers of both hands (this process can take 
anywhere between five and ten minutes); and 
 


3. At the end of the session, the proctor will transmit all candidate fingerprints to the 
MorphoTrust central server via a secure connection. From there, prints are securely 
transmitted to the Division, processed, and results are provided to the client. 


As always, PSI will customize our procedures to meet the needs of the Division. 
 


3.4.4.2 Performance and Operational Efficiency 
3.4.4.2 Maintain fingerprinting equipment on a service schedule throughout the entire contract term with 
performance and operational efficiency rated within 1-2% of total number of calendar days each testing facility is 
in operation each calendar year; 
 
PSI currently complies with this requirement and will continue to meet this standard of performance 
and operational efficiency. 
 


3.4.4.3 Excess Downtime 
3.4.4.3 Report immediately any excess downtime outside the deficient operational parameters and identify 
alternative measures until rectified; 
 
PSI acknowledges this requirement and will comply. As described throughout this proposal, PSI’s 
standard procedure is to immediately inform clients of any service irregularities, and enact plans for 
alternative measures. In addition, we distribute an information sheet to all candidates that provides a 
list of alternative fingerprinting vendors in the event our system is down for any period of time.  
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3.4.4.4 Direct Billing Account 
3.4.4.4 Secure a direct billing account with the State Repository via the Department of Public Safety; and 
 
PSI has already secured a direct billing account with the State Repository via the Department of Public 
Safety, and will continue to maintain this account for the life of the new contract. 
 


3.4.4.5 Processing Fee 
3.4.4.5 The Nevada Department of Public Safety charges $38.25 to process Live-scan electronically submitted 
prints.  The Division is not aware of any statutory fee caps governing the vendor’s portion of the fingerprinting fee; 
 
PSI understands that the Nevada Department of Public Safety charges $38.25 to process Live-scan 
electronically submitted prints. PSI acknowledges that the Division is not aware of any statutory fee 
caps governing PSI’s portion of the fingerprinting fee. 
 


3.4.4.6 Direct Electronic Transmission 
3.4.4.6 Secure a direct electronic transmission of fingerprinting to the State Repository via the Department of 
Public Safety. 
 
PSI will continue to maintain direct electronic transmission of fingerprints to the State Repository via 
the Department of Public Safety. 
 


3.4.4.7 Employee Background Investigations 
3.4.4.6 Attest that all employees who have direct contact with applicants for licensure or individuals submitting 
fingerprints have been subject to a federal criminal background investigation with no criminal convictions in their 
history. 
 
PSI attests that all employees who have direct contact with applicants for licensure or individuals 
taking the examination have been subject to a federal criminal background investigation and have 
been determined to have no criminal convictions in their history.  
 


3.4.5 Additional Services Provided by Vendor 
Indicate any other non-required service or enhancement the Vendor offers. Vendor may present any creative 
approaches that might be appropriate, and may provide supporting documentation that would be pertinent to this 
RFP. 
 
PSI customizes all of its programs to meet specific client needs, including ongoing modifications to 
existing programs. We employ the same philosophy for additional services. We realize that through 
technology many new options are available. 
 
Keep in mind that what many vendors consider to be additional services, PSI provides as routine 
services. Many are already being provided to the Division or have already been described in this 
proposal, such as no time limits for duplicate score reports, no reinstatement fees for authorized 
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absences from test appointments, and diagnostic score reports for candidates. Additional services may 
include license application screening and/or processing, continuing education unit tracking, license 
printing and distribution, renewal notification mailings, customized summary reports (weekly, 
monthly, yearly), ad hoc statistical reports, and so on.  
 
Many times Division members will request special information to be presented at a Division meeting, 
or your Department will request a special school summary report. PSI routinely compiles these types of 
reports for our clients, and is also willing to send a representative to assist in presenting the 
information in the reports.  
 
Other recent examples of added service features include the Partner Site and the School Site. PSI now 
also offers a full spectrum of License Management Services – both the technology platform as well as 
administrative services. 
 
 
  







Part I A – Technical Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 


84 


TAB VII – SECTION 4 - COMPANY BACKGROUND 
AND REFERENCES 


 


4.1 VENDOR INFORMATION 


4.1.1 Company Profile 
Question Response 


Company name: PSI Services LLC  
Ownership (sole proprietor, partnership, etc.): Limited Liability Company 
State of incorporation: Delaware 
Date of incorporation: 10/26/2006 
# of years in business: 70 
List of top officers: Stephen Tapp, President & CEO 


Jeffrey E. Moxie, Treasurer & CFO 
Location of company headquarters: Burbank, CA 
Location(s) of the company offices: Headquarters: 


2950 N. Hollywood Way, Suite 200 
Burbank, CA  91505 
 
Certification Office: 
16821 SE McGillivray Blvd., Suite 201 
Vancouver, WA  98683 
 
Call Center/Shipping Office: 
3210 E. Tropicana Ave. 
Las Vegas, NV 89121  
 
Additional Customer Service Center: 
18000 W. 105th Street 
Olathe, KS 66061-7543 


Location(s) of the office that will provide the 
services described in this RFP: 


Headquarters: 
2950 N. Hollywood Way, Suite 200 
Burbank, CA  91505 
 
Certification Office: 
16821 SE McGillivray Blvd., Suite 201 
Vancouver, WA  98683 
 
Call Center/Shipping Office: 
3210 E. Tropicana Ave. 
Las Vegas, NV 89121 


Number of employees locally with the expertise 
to support the requirements identified in this 
RFP: 


Burbank, CA: 112   
Las Vegas, NV: 135  
Vancouver, WA: 25  
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Question Response 
Number of employees nationally with the 
expertise to support the requirements in this 
RFP: 


1482 


Location(s) from which employees will be 
assigned for this project: 


Headquarters: 
2950 N. Hollywood Way, Suite 200 
Burbank, CA  91505 
 
Certification Office: 
16821 SE McGillivray Blvd., Suite 201 
Vancouver, WA  98683 
 
Call Center/Shipping Office: 
3210 E. Tropicana Ave. 
Las Vegas, NV 89121 


 
 


4.1.2 Corporate Registration 
Please be advised, pursuant to NRS 80.010, a corporation organized pursuant to the laws of another state must 
register with the State of Nevada, Secretary of State’s Office as a foreign corporation before a contract can be 
executed between the State of Nevada and the awarded vendor, unless specifically exempted by NRS 80.015. 
 
PSI is registered with the State of Nevada Secretary of State’s Office as a foreign corporation. Please 
see our Nevada Business License included in Tab IV – State Documents. 
 
 


4.1.3 Nevada Business License 
The selected vendor, prior to doing business in the State of Nevada, must be appropriately licensed by the State of 
Nevada, Secretary of State’s Office pursuant to NRS76.  Information regarding the Nevada Business License can be 
located at http://nvsos.gov. 
 


Question Response 
Nevada Business License Number: NV20061738290 
Legal Entity Name: PSI Services LLC 
 
 
Is “Legal Entity Name” the same name as vendor is doing business as?  
 


Yes √ No  


 
If “No”, provide explanation.  
 
N/A 
 



http://nvsos.gov/
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4.1.4 Licensing Requirements 
Vendors are cautioned that some services may contain licensing requirement(s). Vendors shall be proactive in 
verification of these requirements prior to proposal submittal. Proposals that do not contain the requisite licensure 
may be deemed non-responsive. 
 
PSI is not aware of any license requirements, aside from a Nevada Business License (addressed in the 
previous section). If any licensing requirements arise during the contract period, we will obtain the 
necessary license(s) to continue to provide services to the Board. 
 


4.1.5 Prior Contract 
Has the vendor ever been engaged under contract by any State of Nevada agency?   
 


Yes √ No  


 
If “Yes”, complete the following table for each State agency for whom the work was performed. Table can be 
duplicated for each contract being identified. 
 


Question Response 
Name of State agency: Nevada Department of Commerce, Real Estate Division 
State agency contact name: Safia Anwari, Education & Information Officer 
Dates when services were 
performed: 


1991 to 1997; April 2002 to Present 


Type of duties performed: Job Analysis, Examination Development, Test 
Administration 


Total dollar value of the 
contract: 


$518,267/year 


 
Question Response 


Name of State agency: Nevada State Contractors’ Board 
State agency contact name: Margi Grein, Executive Officer 
Dates when services were 
performed: 


July 2002 to Present 


Type of duties performed: Examination Development and Administration 
Total dollar value of the 
contract: 


$209,954/year 


 
Question Response 


Name of State agency: Nevada State Division of Mortgage Lending 
State agency contact name: Sheila Walther, Supervisory Examiner 
Dates when services were 
performed: 


July 2008 to September 2010 


Type of duties performed: Examination Development and Administration 
Total dollar value of the 
contract: 


$99,216/yr 







Part I A – Technical Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 


87 


 
Question Response 


Name of State agency: Nevada State Board of Cosmetology 
State agency contact name: Vince Jimno 
Dates when services were 
performed: 


March 2009 to Present 


Type of duties performed: Test Administration 
Total dollar value of the 
contract: 


$84,748/year 


 
 


4.1.6 State Employee Status 
Are you now or have you been within the last two (2) years an employee of the State of Nevada, or any of its 
agencies, departments, or divisions? 
 


Yes  No √ 
 
If “Yes”, please explain when the employee is planning to render services, while on annual leave, compensatory 
time, or on their own time? 
 
N/A 
 
 
If you employ (a) any person who is a current employee of an agency of the State of Nevada, or (b) any person who 
has been an employee of an agency of the State of Nevada within the past two (2) years, and if such person will be 
performing or producing the services which you will be contracted to provide under this contract, you must 
disclose the identity of each such person in your response to this RFP, and specify the services that each person 
will be expected to perform. 
 
N/A 
 
 


4.1.7 Legal Liabilities 
Disclosure of any significant prior or ongoing contract failures, contract breaches, civil or criminal litigation in 
which the vendor has been alleged to be liable or held liable in a matter involving a contract with the State of 
Nevada or any other governmental entity. Any pending claim or litigation occurring within the past six (6) years 
which may adversely affect the vendor’s ability to perform or fulfill its obligations if a contract is awarded as a 
result of this RFP must also be disclosed. 
 
Does any of the above apply to your company? 
 


Yes  No √ 
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If “Yes”, please provide the following information. Table can be duplicated for each issue being identified. 
 
N/A 
 


Question Response 
Date of alleged contract failure or breach:  
Parties involved:  
Description of the contract failure, contract 
breach, or litigation, including the products or 
services involved: 


 


Amount in controversy:  
Resolution or current status of the dispute:  
If the matter has resulted in a court case: Court Case Number 


  
Status of the litigation:  
 
 


4.1.8 Insurance Requirements 
Vendors must review the insurance requirements specified in Attachment E, Insurance Schedule for RFP 3253.  
Does your organization currently have or will your organization be able to provide the insurance requirements as 
specified in Attachment E. 
 


Yes √ No  


 
 
Any exceptions and/or assumptions to the insurance requirements must be identified on Attachment B, Technical 
Proposal Certification of Compliance with Terms and Conditions of RFP.  Exceptions and/or assumptions will be 
taken into consideration as part of the evaluation process; however, vendors must be specific.  If vendors do not 
specify any exceptions and/or assumptions at time of proposal submission, the State will not consider any 
additional exceptions and/or assumptions during negotiations.  
 
Upon contract award, the successful vendor must provide the Certificate of Insurance identifying the coverages as 
specified in Attachment E, Insurance Schedule for RFP 3253. 
 
PSI has no exceptions to the insurance requirements and will continue to provide the coverages 
outlined in Attachment E, Insurance Schedule. 
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4.1.9 Company Background/History 
Company background/history and why vendor is qualified to provide the services described in this RFP. Limit 
response to no more than five (5) pages. 
 
As your current vendor, PSI offers more relevant experience than any of our competitors. We have 
been successfully providing real estate examination services for the Division since July 2002; prior to 
this, we provided these same services in Nevada from 1991 to 1997. With our recent acquisition of 
Applied Measurement Professionals (AMP), who held this contract from 1997 to 2002, our company 
and staff bring a total of 25 years of experience developing and administering real estate licensure 
examinations to Nevada candidates. Although we are presenting this proposal as a continuation of 
service by PSI, we would like to call your attention to the following features and benefits of PSI with 
the additional resources of AMP: 
 


• PSI remains the established leader in exam services for real estate and related professions:  
• 35 clients for real estate salesperson, broker, and managing broker exams; 
• 33 clients for appraisers; 
• 30 clients for home inspectors; 
• ARELLO Accreditation and AQB Approval. 


• Call centers in Las Vegas, NV and Olathe, KS with redundancy for disaster recovery; 
• An expansive international network of testing sites that includes PSI and AMP owned-and-


operated sites, AMP-partnered H&R Block sites, and PSI third-party sites; 
• Technology upgrades that provide more flexibility for scheduling and test administration; 
• Combined Thought Leadership, Psychometric Services, and Consulting solutions;  
• PSI’s Science Advisory Board helps to ensure that our test development and psychometric 


practices are sound and effective – it is comprised of leading experts in testing and law, 
including professors, executives, authors, and journal editors. The Board includes: 
o Suzanne Lane, Ph.D., Professor of Research Methodology, Department of Psychology in 


Education, University of Pittsburgh;  
o Paul Sackett, Ph.D., Professor of Psychology, University of Minnesota;  
o Sheldon Zedeck, Ph.D., Professor of Psychology, University of California at Berkeley;  
o Wayne Camara, Ph.D., Vice President for Research and Analysis at the College Board, and; 
o Keith Pyburn, JD, Fisher & Phillips, LLP 


 
PSI has 70 years of experience providing solutions to government regulatory agencies, corporations, 
and professional associations. We have a committed staff of specialists steeped in regulatory 
experience, utilizing a collaborative approach with sound project management methodologies that 
ensures a seamless transition from the existing vendor and will yield results you can trust. At PSI, we 
have defined a set of four principles that define our company’s character and help us achieve our 
strategic goals by guiding the way we conduct business and interact with our clients. These are our 
corporate values:  
 
 Results Oriented – We are fully committed to delivering successful results, which leads to long-


lasting partnerships. 
 Value Focused – We bring more than technical and functional compliance, we strive to create 


tangible value. 
 Service Driven – Service is our business mantra. We embrace the importance of delivering to 


our clients more than they expect.  







Part I A – Technical Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 


90 


 Uncompromised Integrity – With our products and services, with our customer relationships, 
with each other. 


 
NEVADA PRESENCE 


PSI has a corporate facility in Las Vegas, complete with our main company call center, a shipping 
department, and key supervisory staff for timely and expeditious handling of Division requirements. 
Three of our four major offices are all in the Pacific Time Zone. We also offer: 
 
 3 PSI test centers in Nevada, located in Las Vegas, Reno, and Elko. 
 Corporate headquarters in Burbank, CA; 
 Key staff available during the same business hours as the Division. 


 
REAL ESTATE MARKET LEADERSHIP 


PSI is the established leader in the development of exams in the Real Estate licensing arena. We have 
35 current contracts for real estate licensing programs – more state licensing examinations for real 
estate and related professions than any other vendor in this category – and we recently began testing 
for our newest client in Massachusetts on April 1, 2016. 
 
In 1993, PSI was one of the first test development vendors to receive accreditation from the 
Association of Real Estate License Law Officials (ARELLO) for a national real estate licensing 
examination. PSI’s ARELLO-accredited national real estate examination is the most widely-adopted 
national examination in the United States for salesperson and broker licensing.  
 
On a regular basis, PSI reviews the comprehensiveness and adequacy of our national real estate 
examinations. In 2012, we did a national job analysis survey, which was designed with the help of a 
national panel of real estate educators, regulators and practitioners representing many jurisdictions. 
The results of that survey were then used by another national panel (with some overlapping 
personnel) to develop the updated content specifications for our new national real estate 
examinations. That provided the foundation for PSI to bring together a national group of subject 
matter experts (SMEs) for an intensive review and update of our national item bank. PSI worked with 
industry experts to develop over 300 new items for our national real estate item pools. We will 
continue to conduct new item development and exam review meetings throughout the term of this 
contract and beyond. 
 
INDUSTRY EXPERIENCE 


Our team of customer service representatives, proctors, and project managers are well recognized for 
their subject matter expertise and commitment to the success of your program: 
 
 Interaction with industry stakeholders – companies, schools, regulators, licensees, and 


candidates; 
 Regularly host school meetings and industry meetings; 
 We actively participate in organizations that support your regulatory needs and understand 


the goals and objectives of the State and all the industry stakeholders, including ARELLO – 
Association of Real Estate License Law Officials; ATP – Association of Test Publishers; CLEAR – 
Council on Licensure, Enforcement, and Regulation; FARB – Federal Association of Regulatory 
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Boards; ICE (Institute for Credentialing Excellence, formerly NOCA); REEA – Real Estate 
Educators Association; and SIOP – Society for Industrial & Organizational Psychology. 


 
LICENSURE GROWTH 


Beyond our extensive positive history with the State and the real estate industry, PSI currently 
performs these services for more than 180 state programs, with thousands of exam titles developed to 
date, and hundreds of thousands of licensure candidates tested annually in the fields of real estate, 
insurance, appraisal, home inspection, construction and associated trades, barbering and 
cosmetology, and healthcare professions, among many others. We offer a comprehensive solutions 
approach from test development to delivery to results processing. We are certain that you will notice 
that we offer striking advantages over our competitors. 
 
PSI has been developing and delivering licensing examinations since 1988 and, in the years since, has 
grown steadily to become a leader in the licensing examination industry. In the last fifteen years, PSI 
has outpaced all of our competitors in the state licensing examination arena, a reflection of our 
commitment to service-driven partnerships, best-in-class technology, and focus on a secure, equitable 
testing experience. Our track record shows that PSI is the best choice for licensure and testing in any 
industry – we have established a solid reputation as a results-oriented, value-focused, service-driven 
vendor. Since 2000, we have won over 60 contracts from Prometric and over 30 contracts from 
Pearson VUE – a true testament to the superior service and value PSI offers its clients. During the same 
time period, we have lost only 3 contracts to Prometric and 3 to Pearson, and two of those clients (the 
Connecticut Real Estate Commission and the North Carolina Real Estate Commission) returned to PSI 
within a year. Our client retention rate is over 90% -- far exceeding that of our competitors. 
 
PSI’s central focus is on state-based regulatory licensure testing services. While many of our 
competitors focus on the international certification aspects of their business, we have a proven track 
record and success in meeting the needs of government regulatory agencies. PSI enjoys a reputation 
as the most responsive vendor in the licensure industry. This achievement is based on our uncommonly 
high standards for customer service, quality products, and the commitment we make to our clients. 
 
CUSTOMER SERVICE, REGISTRATION & SCHEDULING 


PSI is recognized by the industry as a leading test provider, not only for our innovative technology, but 
also for our people- and client-focused work processes. Our candidates and clients are at the center of 
everything we do. PSI’s systems, processes, and procedures have been designed to track all aspects of 
customer interaction, ensuring the highest levels of client and candidate satisfaction. 
 
As defined in our core values, we are service-driven and actively make customer service our way of 
life. PSI’s customer service is the most responsive in the industry. Your candidates will be served by a 
professional and dedicated team and will have round-the-clock accessibility to self-service registration 
and scheduling on our website.  
 
Exceptional features of our registration and scheduling processes include: 
 
 Extended Call Center Hours:  Candidates may call to register or schedule their test anytime 


from 4:30 a.m. to 7:00 p.m. Pacific Time, Monday through Friday, and 6:00 a.m. to 2:30 p.m. 
on Saturday and Sunday;  
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 Nearly real-time appointments:  Candidates can look for available testing dates online or 
contact our call center and schedule up until 4:00 p.m. the day before a desired appointment 
on the following morning – less than 24 hours prior to the desired appointment time; 


 Flexible and Robust Scheduling System:  PSI offers candidates the option to check available 
test dates and locations in real time before paying the exam fee, directly from our homepage 
(www.psiexams.com, bottom left corner). This feature is not available to candidates on the 
Pearson VUE or Prometric websites, unless the candidate registers first; 


 Greater Availability of Test Sessions:  PSI’s offers the ability to add sites, sessions, and seats as 
necessary to meet demand, due to our flexible, uniform Premier PLUS™ test center network; 


 Our Las Vegas call center is staffed with over 125 CSRs, including 15 ADA specialists, and 
responds to candidate inquiries by phone, fax, email, and mail; 


 Scheduling and registration is open 24 hours a day, 7 days a week, by Internet; 
 Superior Rescheduling Policies:  Candidates may reschedule or cancel an appointment within 


two calendar days; 
 PSI has a reputation for exceeding client expectations for service. Our systems and procedures 


are customized to our clients’ requirements, not the other way around. Our key staff members 
are available 24/7 via cell and email when necessary, and personnel at all levels are cross-
trained and empowered to resolve issues quickly and appropriately; 


 Our Candidate Services Department specializes in resolving any issues that arise during and 
after a candidate’s test administration, which means that the Division will receive very few 
phone calls, allowing your staff to devote their efforts to other important tasks and duties. 


 
TEST DEVELOPMENT SERVICES 


PSI leads the industry in test development services: 
 
 Test Generation Flexibility: PSI’s proprietary Test Generation System, FormCastTM, allows for 


the generation of a virtually unlimited number of test forms that are content-balanced, yet 
statistically equivalent, providing a unique equivalent examination for each test taker;  


 PSI employs an in-house test development staff with extensive experience in developing valid, 
reliable, job-related, and legally defensible examinations; 


 Non-Biased Exams:  PSI tests measure the necessary job-related skills and abilities of a given 
job and have been proven to be unbiased. No test developed by PSI, or used as recommended 
by PSI, has ever been successfully challenged in court or by an administrative agency; 


 No Scaling of Scores:  Other testing companies use a scaled scoring method where, for 
example, a passing score of 70 does not represent 70 questions, but represents a raw score 
that is “scaled” to a hypothetical 70. The scaled scoring method can confuse candidates as to 
how their scores are computed, and it often causes them to raise questions about the integrity 
of the process; 


 Best Practices:  PSI’s test development staff has developed and maintains hundreds of 
licensure examinations in accordance with professional standards for validity, reliability, and 
fairness (Standards for Educational and Psychological Testing, AERA, et al., 1999; and Uniform 
Guidelines on Employee Selection Procedures, 29 CFR 1607); 


 Quick Updates:  Our test development approach includes continuous item bank development 
and updating our content. Our test item banking system allows us to change or delete items 
the same day. 
 



http://www.psiexams.com/
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TEST CENTERS 


PSI’s Premier PLUSTM test centers are under the direct control of PSI: 
 
 Three (3) proposed test centers in Nevada in all required locations; 
 Over 260 Premier PLUSTM test centers in all 50 states; 
 All permanent Premier PLUSTM sites are staffed and operated by PSI; 
 Our test centers employ the latest in biometric security, including digital photographs; 
 PSI proctors are not distracted by other, non-testing business duties; 
 Our proctors attend annual Continuing Education sessions, and are re-certified every year; 
 Our test centers have regular weekend testing hours; 
 All candidates are guaranteed to test within five (5) business days; 
 We employ strict security guidelines for internal and field staff. 
 PSI has been granted Organization Designation Authorization (ODA) status by the Federal 


Aviation Administration (FAA), which requires that our test center network meet the highest 
federal standards for security and uniformity of procedures. 


 
TECHNOLOGY 


PSI’s ATLASTM (Assessment Technology and License Administration System) platform is the most robust 
licensing technology in the industry, and ensures the best candidate testing experience possible: 
 
 Single Test Platform:  Unlike other testing vendors who rely on multiple technology platforms, 


PSI’s ATLAS™ (Assessment Technology and License Administration System) runs on a single 
platform, so there is no risk of data mismanagement; 


 No system conversions are necessary:  ATLAS™ is scalable for seamless transitions and add-on 
programs. This also provides for easy access to your data and reporting with accurate results; 


 PSI’s system is stable, reliable, and allows immediate on-site scoring; 
 Duplicate Score Reports:  PSI can offer duplicate score reports to candidates at no additional 


fee. PSI never deletes candidates’ electronic files from our system; therefore, candidates may 
request duplicate score reports years after the test administration date. Duplicate score 
reports can be mailed within two business days of receipt and acceptance of the request; 


 Education:  Our “School Site” allows educational institutions to input and maintain data for 
pre-licensing and continuing education; 


 Secure, Flexible Reporting:  Our web-based “Partner Site” provides our clients with status 
reports and candidate data 24 hours a day, seven days a week, and reports are customized to 
meet the State’s needs. 


 
MANAGEMENT SUMMARY 


Our understanding of your project and our experience to meet its objectives is comprehensive and 
significant. As outlined above and reiterated throughout our proposal, PSI has the experienced staff 
and established systems to meet and exceed the expectations of the Division, and to continue 
providing your candidates with industry-leading licensure examination services. PSI greatly values our 
relationships with our clients, and we appreciate this opportunity to provide these key services to your 
constituents. 
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4.1.10 Length of Time Services Rendered 
Length of time vendor has been providing services described in this RFP to the public and/or private sector. Please 
provide a brief description. 
 
PSI has been in business for more than 70 years, and we have been providing licensing services to the 
Real Estate sector for more than 25 years.  
 
The company was originally launched in 1946. Since our founding, PSI has been a pioneer in skills 
assessment and evaluation, earning a reputation for excellence in licensing and certification testing, 
test development, and human resource consulting. In the last two decades, we have also become a 
leader in the licensing examination industry, and we are known for our outstanding customer service 
and superior products. PSI has been developing and delivering licensing examinations since 1988, and 
has experience in providing extensive licensing services, including application and fee processing, 
license issuance, and continuing education requirement maintenance.  
 
PSI has provided licensure examination services for state clients since 1991, and currently administers 
more state real estate examinations in more jurisdictions than any other vendor. Since 1991, PSI has 
provided examination services to the State of Nevada, including the following contracts:  
 


• Real Estate Division;  
• State Board of Cosmetology; 
• State Contractor’s Board; and  
• State Division of Mortgage Lending.  


 
We have provided the services outlined in this proposal for the Nevada Real Estate Division since 2002.  
 


4.1.11 Financial Information 
Financial information and documentation to be included in Part III, Confidential Financial Information of vendor’s 
response in accordance with Section 9.5, Part III – Confidential Financial Information.  
4.1.11.1 Dun and Bradstreet Number  
4.1.11.2 Federal Tax Identification Number 
 
PSI has provided all required financial information and documentation in Part III of our proposal, 
Confidential Financial Information. 
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4.2 Subcontractor Information 


4.2.1 Subcontractor Use 
Does this proposal include the use of subcontractors?  Check the appropriate response in the table below. 
 


Yes  No √ 
 
If “Yes”, vendor must: 
 
4.2.1.1 Identify specific subcontractors and the specific requirements of this RFP for which each proposed 
subcontractor will perform services. 
 
N/A 
 
 
4.2.1.2 If any tasks are to be completed by subcontractor(s), vendors must: 
A.  Describe the relevant contractual arrangements; 
B.  Describe how the work of any subcontractor(s) will be supervised, channels of communication will be 
maintained and compliance with contract terms assured; and 
C.  Describe your previous experience with subcontractor(s). 
 
N/A 
 
 
4.2.1.3 Vendors must describe the methodology, processes and tools utilized for: 
A.  Selecting and qualifying appropriate subcontractors for the project/contract; 
B.  Ensuring subcontractor compliance with the overall performance objectives for the project;  
C.  Ensuring that subcontractor deliverables meet the quality objectives of the project/contract; and 
D.  Providing proof of payment to any subcontractor(s) used for this project/contract, if requested by the 
State. Proposal should include a plan by which, at the State’s request, the State will be notified of such payments. 
 
N/A 
 
 
4.2.1.4 Provide the same information for any proposed subcontractors as requested in Section 4.1, Vendor 
Information. 
 
N/A 
 
 
4.2.1.5 Business references as specified in Section 4.3, Business References must be provided for any proposed 
subcontractors. 
 
N/A 
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4.2.1.6 Vendor shall not allow any subcontractor to commence work until all insurance required of the 
subcontractor is provided to the vendor. 
 
N/A 
 
 
4.2.1.7 Vendor must notify the using agency of the intended use of any subcontractors not identified within their 
original proposal and provide the information originally requested in the RFP in Section 4.2, Subcontractor 
Information. The vendor must receive agency approval prior to subcontractor commencing work. 
 
N/A 
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4.3 Business References 


4.3.1 Two (2) References Required 
Vendors should provide a minimum of two (2) business references from similar projects performed for private, 
state and/or large local government clients within the last three (3) years. 
 
PSI prides itself on providing the most responsive customer service in the industry, as well as 
convenient online services and reliable technical support. Please refer to the following response (4.3.2) 
in which we provide eight (8) reference clients that you are invited to contact to verify the high quality 
of our products and services. We are confident that you will be impressed by the level of 
professionalism, technical expertise, and personal service that each of our clients has enjoyed while 
using PSI. 
 


4.3.2 Reference Information 
Vendors must provide the following information for every business reference provided by the vendor and/or 
subcontractor: 
 
The “Company Name” must be the name of the proposing vendor or the vendor’s proposed subcontractor.  
 
PSI has provided all required reference information on the following pages. 
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Reference #: 1 1 


Company Name: PSI Services LLC (PSI) 


Identify role company will have for this RFP project 
(Check appropriate role below): 


√ VENDOR N/A SUBCONTRACTOR 
Project Name: Colorado Division of Real Estate  


Primary Contact Information 
Name: Sean Rhyne 
Street Address: 1560 Broadway, Suite 925 
City, State, Zip Denver, CO 80202 
Phone, including area code: (303) 894-2321  
Facsimile, including area code: (303) 869-0501 
Email address: Sean.Rhyne@dora.state.co.us 


Alternate Contact Information 
Name: Marcia Waters 
Street Address: 1560 Broadway, Ste. 925 
City, State, Zip Denver, CO 80202 
Phone, including area code: (303) 894-2422 
Facsimile, including area code: (303) 869-0501 
Email address: marcia.waters@dora.state.co.us 


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


Real Estate Exam Development, Real Estate Exam 
Maintenance, Real Estate and Appraiser (AQB) 
Exam Administration, Reporting, Score Reporting, 
Fingerprint services. 


Original Project/Contract Start Date: July 1, 2014 
Original Project/Contract End Date: June 30, 2016 
Original Project/Contract Value: $750,000/year 
Final Project/Contract Date: June 30, 2016 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Project started on time, and is ongoing. No delays. 


Was project/contract completed within or under 
the original budget/ cost proposal, and if not, 
why not? 


Yes. 


 
 
 
 
  



mailto:marcia.waters@dora.state.co.us
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Reference #: 2 2 


Company Name: PSI Services LLC (PSI) 


Identify role company will have for this RFP project 
(Check appropriate role below): 


√ VENDOR N/A SUBCONTRACTOR 
Project Name: Connecticut Department of Consumer Protection 


Primary Contact Information 
Name: Richard Hurlburt 
Street Address: 165 Capitol Ave., Hartford, CT 06106 
City, State, Zip Hartford, CT 06106 
Phone, including area code: (860) 713-6135 
Facsimile, including area code: (860) 713-7230 
Email address: Richard.Hurlburt@ct.gov 


Alternate Contact Information 
Name: Mary Anderson 
Street Address: 165 Capitol Ave., Hartford, CT 06106 
City, State, Zip Hartford, CT 06106 
Phone, including area code: (860) 713-6245 
Facsimile, including area code: (860) 706-1334 
Email address: Mary.E.Anderson@ct.gov  


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


Exam Development, Exam Maintenance, Exam 
Administration, Reporting, Score Reporting, 
Candidate Applications, for categories including 
Real Estate, Appraisers, and numerous other 
occupational licenses. 


Original Project/Contract Start Date: July 1, 2013 
Original Project/Contract End Date: June 30, 2017 
Original Project/Contract Value: $543,000/year 
Final Project/Contract Date: June 30, 2017 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Project started on time, and is ongoing. No delays. 


Was project/contract completed within or under 
the original budget/ cost proposal, and if not, 
why not? 


Yes. 


 
  



mailto:Richard.Hurlburt@ct.gov

mailto:Mary.E.Anderson@ct.gov
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Reference #: 3  3 


Company Name: PSI Services LLC 


Identify role company will have for this RFP project 
(Check appropriate role below): 


√ VENDOR N/A SUBCONTRACTOR 
Project Name: Iowa Department of Commerce; Professional Licensing and Regulation 


Division 
Primary Contact Information 


Name: Jeffrey M. Evans 
Street Address: 1920 SE Hulsizer Road 
City, State, Zip Ankeny, IA  50021 
Phone, including area code: (515) 281-7361 
Facsimile, including area code: (515) 281-7411 
Email address: Jeff.evans@Iowa.gov 


Alternate Contact Information 
Name:  
Street Address:  
City, State, Zip  
Phone, including area code:  
Facsimile, including area code:  
Email address:  


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


Real Estate Exam Development, Real Estate Exam 
Maintenance, Real Estate and Appraiser (AQB) 
Exam Administration, Reporting, Score Reporting, 
License Issuance. 


Original Project/Contract Start Date: July 1, 2012 
Original Project/Contract End Date: June 30, 2015 
Original Project/Contract Value: $150,000/year 
Final Project/Contract Date: June 30, 2017 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Project started on time, and is ongoing. No delays. 


Was project/contract completed within or under 
the original budget/ cost proposal, and if not, 
why not? 


Yes. 


 
  



mailto:Jeff.evans@Iowa.gov
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Reference #: 4 4 


Company Name: PSI Services LLC 


Identify role company will have for this RFP project 
(Check appropriate role below): 


√ VENDOR N/A SUBCONTRACTOR 
Project Name: Kentucky Real Estate Commission 


Primary Contact Information 
Name: Shelly Saffran 
Street Address: 10220 Linn Station Road, Suite 201 
City, State, Zip Louisville, KY 40223 
Phone, including area code: (502) 429-7250 
Facsimile, including area code: N/A 
Email address: Shelly.saffran@ky.gov    


Alternate Contact Information 
Name:  
Street Address:  
City, State, Zip  
Phone, including area code:  
Facsimile, including area code:  
Email address:  


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


Real Estate Exam Development, Real Estate Exam 
Maintenance, Real Estate Administration, 
Reporting, Score Reporting, License Issuance. 


Original Project/Contract Start Date: July 1, 2014 
Original Project/Contract End Date: June 30, 2016 
Original Project/Contract Value: $52,000 
Final Project/Contract Date: June 30, 2016 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Project started on time, and is ongoing. No delays. 


Was project/contract completed within or under 
the original budget/ cost proposal, and if not, 
why not? 


Yes. 
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Reference #: 5 5 


Company Name: PSI Services LLC 


Identify role company will have for this RFP project 
(Check appropriate role below): 


√ VENDOR N/A SUBCONTRACTOR 
Project Name: Maryland Department of Labor, Licensing, and Regulation; Real Estate 


Commission 
Primary Contact Information 


Name: Kathie Connelly 
Street Address: 500 North Calvert Street, 3rd Floor 
City, State, Zip Baltimore, MD  21202 
Phone, including area code: (410) 230-6230 
Facsimile, including area code: (410) 333-0023 
Email address: kconnelly@dllr.state.md.us 


Alternate Contact Information 
Name:  
Street Address:  
City, State, Zip  
Phone, including area code:  
Facsimile, including area code:  
Email address:  


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


Real Estate Exam Development, Real Estate Exam 
Maintenance, Real Estate Administration, 
Reporting, Score Reporting, License Issuance. 


Original Project/Contract Start Date: October 8, 2014 
Original Project/Contract End Date: October 7, 2019 
Original Project/Contract Value: $573,000/year 
Final Project/Contract Date: October 7, 2019 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Project started on time, and is ongoing. No delays. 


Was project/contract completed within or under 
the original budget/ cost proposal, and if not, 
why not? 


Yes. 
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Reference #: 6 6 


Company Name: PSI Services LLC 


Identify role company will have for this RFP project 
(Check appropriate role below): 


√ VENDOR N/A SUBCONTRACTOR 
Project Name: Oklahoma Real Estate Commission 


Primary Contact Information 
Name: Patricia Wheeler 
Street Address: 2401 N.W. 23rd, Suite 18 
City, State, Zip Oklahoma City, OK 73107 
Phone, including area code: (405) 521-3387 
Facsimile, including area code: (405) 521-2189 
Email address: Patricia.Wheeler@orec.ok.gov 


Alternate Contact Information 
Name:  
Street Address:  
City, State, Zip  
Phone, including area code:  
Facsimile, including area code:  
Email address:  


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


Real Estate Exam Development, Real Estate Exam 
Maintenance, Real Estate Administration, 
Reporting, Score Reporting, License Issuance. 


Original Project/Contract Start Date: October 17, 2013 
Original Project/Contract End Date: October 16, 2014 
Original Project/Contract Value: $134,000/year 
Final Project/Contract Date: October 16, 2016 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Project started on time, and is ongoing. No delays. 


Was project/contract completed within or under 
the original budget/ cost proposal, and if not, 
why not? 


Yes. 
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Reference #: 7 7 


Company Name: PSI Services LLC 


Identify role company will have for this RFP project 
(Check appropriate role below): 


√ VENDOR N/A SUBCONTRACTOR 
Project Name: Oregon Real Estate Agency 


Primary Contact Information 
Name: Dean Owens 
Street Address: 1177 Center Street, NE 
City, State, Zip Salem, OR  97301-2505 
Phone, including area code: (503) 378-4170  ext. 251 
Facsimile, including area code: N/A 
Email address: s.dean.owens@state.or.us 


Alternate Contact Information 
Name:  
Street Address:  
City, State, Zip  
Phone, including area code:  
Facsimile, including area code:  
Email address:  


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


Real Estate Exam Development, Real Estate Exam 
Maintenance, Real Estate Administration, 
Reporting, Score Reporting, License Issuance. 


Original Project/Contract Start Date: April 1, 2011 
Original Project/Contract End Date: March 31, 2016 
Original Project/Contract Value: $300,000/year 
Final Project/Contract Date: March 31, 2021 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Project started on time, and is ongoing. No delays. 


Was project/contract completed within or under 
the original budget/ cost proposal, and if not, 
why not? 


Yes. 
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Reference #: 8 8 


Company Name: PSI Services LLC 


Identify role company will have for this RFP project 
(Check appropriate role below): 


√ VENDOR N/A SUBCONTRACTOR 
Project Name: South Carolina Office of Property, Environmental, Design and Construction 


Services (OPEDACS) 
Primary Contact Information 


Name: Beau Tiller 
Street Address: Koger Office Park, Kingstree Building, 110 


Centerview Drive 
City, State, Zip Columbia, SC  29211-1847 
Phone, including area code: (803) 896-4455 
Facsimile, including area code: (803) 896-4455 
Email address: tillerb@llr.sc.gov 


Alternate Contact Information 
Name:  
Street Address:  
City, State, Zip  
Phone, including area code:  
Facsimile, including area code:  
Email address:  


Project Information 
Brief description of the project/contract and 
description of services performed, including 
technical environment (i.e., software 
applications, data communications, etc.) if 
applicable: 


Test Development, Administration, and Candidate 
Eligibility. Examinations under this program include 
Real Estate, Appraisers, Contractors, and 
Residential Builders. 


Original Project/Contract Start Date: March 16, 2002 
Original Project/Contract End Date: March 15, 2005 
Original Project/Contract Value: $650,000/year 
Final Project/Contract Date: March 15, 2020 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Project started on time, and is ongoing. No delays. 


Was project/contract completed within or under 
the original budget/ cost proposal, and if not, 
why not? 


Yes. 
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4.3.3 Reference Questionnaire 
Vendors must also submit Attachment F, Reference Questionnaire to the business references that are identified in 
Section 4.3.2.  
 
PSI has distributed Attachment F, Reference Questionnaire, to each of the three business references 
cited above and asked them to return the filled out questionnaires directly to the Purchasing division. 
 


4.3.4 Reference Questionnaire Submission 
The company identified as the business references must submit the Reference Questionnaire directly to the 
Purchasing Division.  
 
See previous response. 
 


4.3.5 Forms Submission Vendor Responsibility 
It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing Division on or 
before the deadline as specified in Section 8, RFP Timeline for inclusion in the evaluation process. Reference 
Questionnaires not received, or not complete, may adversely affect the vendor’s score in the evaluation process.  
 
PSI understands this responsibility and we are confident the completed forms will be returned by our 
reference clients on or before the deadline specified in Section 8, RFP Timeline. 
 


4.3.6 Reference Verification 
The State reserves the right to contact and verify any and all references listed regarding the quality and degree of 
satisfaction for such performance. 
 
PSI encourages you to contact our references included in this proposal, and solicit their input as to why 
they chose PSI as their service provider. 
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TAB VIII – ATTACHMENT G – PROPOSED STAFF RESUMES 


4.4 Vendor Staff Resumes  
A resume must be completed for each proposed key personnel responsible for performance under any contract 
resulting from this RFP per Attachment G, Proposed Staff Resume. 
 
Based on our experience with Nevada and other licensing programs, PSI manages our contracts with a 
project team that includes a number of trained and experienced staff members responsible for 
program launch and the maintenance of the program operations throughout the contract. PSI has 
provided resumes for each key staff member assigned to this project in the State format provided in 
Attachment G. Each of our key personnel described in the resumes on the following pages are 
supported by experienced, competent staffs of professionals.  
 
PSI is a mid-sized firm with nearly 1600 employees nationwide, comprised of an exceptional team of 
professionals fully committed to delivering outstanding products and services. PSI has an experienced 
senior management team that understands government regulatory agencies and the needs of 
protecting the public trust, and will ensure successful implementation and ongoing delivery of every 
aspect of your program. PSI’s executive leadership team constitutes a wealth of experience, with 160 
years of combined tenure in the assessment industry. 
 
The experience of our senior management is as follows: 
 


Name Position Years of Testing 
Industry Experience 


Stephen Tapp President & CEO 20 


Tadas Dabsys Executive Vice President, Solution Management 24 


Greg Becker Executive Vice President, Strategy and Market 
Development 24 


John Weiner Executive Vice President and Chief Science Officer 30 


Brett Greenwood Chief Operating Officer 14 


Ian Necus Chief Information Officer 14 


Jeff Moxie Treasurer and Chief Financial Officer 9 (36 in Finance) 


Brad Schneider, Ph.D. Vice President, Talent Assessment 25 


Total Years of Experience 160 
 
If selected as your vendor, PSI will continue to provide the State with: 
 
 Key management and supervisory staff with industry experience; 
 A knowledgeable management team and supervisory staff with experience in this program; 
 A quality assessment and screening process for all PSI employees; 
 Intensive training and empowerment for employees to make the right decision 


instantaneously; 
 Tiered management structure with empowered decision-makers at every level. 







PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Tadas Dabsys Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Executive Vice President 
# of Years in Classification: 24 # of Years with Firm: 24 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Tadas joined PSI in 1991 and played an integral role in establishing PSI in the licensure marketplace. 
Currently, as Executive Vice President, Solution Management, Tadas is responsible for leading all 
business development and marketing efforts for the licensure, certification, and employment assessment 
markets. With over 15 years of experience managing PSI's growth in these markets, Tadas has 
managed all segments of PSI, including Operations, Test Development, Information Technology, and 
Business Development.  
 
Under his leadership, PSI has evolved into the market leader in the Real Estate, 
Construction/Occupational Trades, and Barber & Cosmetology arenas. Recently his efforts have focused 
on the Insurance market as well as technological solutions for data and license management. 
Additionally, Tadas has transformed the testing and registration processes at PSI to incorporate the 
latest in technology advances, including custom-software development and web-deployed applications.  
 
Tadas routinely serves on industry committees and is an active participant and speaker at national 
conferences. He is considered a testing industry expert and has presented extensively on examination 
development, administration and security issues. Tadas has been instrumental in the implementation of 
several national testing programs. 
 
Before joining PSI, Tadas worked in the Career Counseling Department of DeVry Institute of Technology. 
Tadas received his Bachelor of Arts degree from UCLA, where he focused on motivational and cognitive 
psychology, as well as human information processing.  
 
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
April 2002 - Present  
Nevada Real Estate Division 
2501 E. Sahara Ave., Suite 303  
Las Vegas, NV  89104 
Executive Vice President 
The project required job analysis, examination development, administration, scoring, and reporting for 
the following: General Examination - Real Estate Salesperson and Real Estate Broker; Nevada 
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Supplemental Examinations - Real Estate Salesperson and Real Estate Broker; and Real Estate 
Appraiser Examination. PSI developed the Community Association Management exam, Home Inspector 
Exam, and Time Share Sales exam for the State in 2003, and performed a major update of the CAM 
exam in 2005. PSI also developed and administered a Property Management Permit Exam based on the 
State’s existing test items, and later performed a job analysis survey of Nevada Property Managers. 
1991 -1998;  
 
July 2002 – Present. 
Nevada State Contractors’ Board 
2310 Corporate Circle, Ste. 200  
Henderson, NV 89074 
Executive Vice President 
The project required examination development, examination administration, scoring, and reporting for 
examinations for 80 different categories. Computer-based test centers were established in three 
locations and all examinations developed in less than three months, due to contract termination of the 
previous vendor and the client’s request. 
 
March 2005 – Present 
Colorado Division of Real Estate 
1900 Grant Street, Ste. 600  
Denver, CO  80203 
Executive Vice President 
The project involves test development for six categories and test administration in seven test centers. 
The major part of the contract centered on the development of an entire Records Management System, 
including the Division’s website and automated phone system. The actual Records Management System 
provides division staff with the integrated capability to manage the licensing process, auditing, 
enforcement, investigations, reporting, and financial management. PSI also provides fingerprinting for 
Division candidates at all Colorado test centers. 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
UCLA 
Los Angeles, CA 
Bachelor of Arts 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Gail Anderson 
Administrator 
Nevada Real Estate Division 
702.486.4033 ext. 232 
gjanderson@red.state.nv.us  
 
Margi Grein 
Executive Officer 
Nevada State Contractors’ Board 
702.486.1100 
mgrein@cox.net  
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Sean Rhyne 
Licensing Officer 
Colorado Department of Regulatory Agencies 
Division of Real Estate 
303.894.2321; 303.869.0501 
Sean.rhyne@dora.state.co.us  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Carolyn Moore-Mooso, M.S. ED. Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Test Development 
# of Years in Classification: 40 # of Years with Firm: 40 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Ms. Moore-Mooso has been with PSI for more than 30 years, and has worked in every facet of test 
development and administration. This includes initial job analysis work as well as writing test items, 
training item writers, editing test items for both content and style, verifying sources, assigning taxonomy 
codes, revising items and taxonomies to reflect states' legal changes, test casting, and ongoing item 
analysis to ensure test validity. Ms. Moore-Mooso also conducts ERC meetings. In addition, she reviews 
and responds to candidate comments and inquiries, and recommends test item modifications when 
necessary. As a part of this, she monitors changes to Federal and state laws relating to examination 
content, ensuring that all test items remain in conformance with current laws and practice and, for some 
clients, developing continuing education “test-out” exams covering recent changes. For the last several 
years, Ms. Moore-Mooso’s particular specialties have been real estate and appraiser licensing. During 
this time she has been responsible for developing hundreds of test items, developing PSI's AQB-
approved national appraiser examinations, maintaining compliance with the requirements of ARELLO for 
certification of PSI’s national real estate test, and analyzing patterns of test performance and rule 
infractions as requested to help client agencies target their educational efforts to areas of weakness. 
 
Ms. Moore-Mooso attended the University of California, Los Angeles, where she earned a Masters 
degree in Journalism, and also holds a Masters degree in Education from the University of Southern 
California. Her studies in education focused on testing and evaluation including research on test bias.  
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Nevada Real Estate Division 
2501 E. Sahara Ave., Suite 101 Las Vegas, NV  89104 
Executive Oversight, Examination Services 
The project required job analysis, examination development, administration, scoring, and reporting for 
the following: General Examination - Real Estate Salesperson and Real Estate Broker; Nevada 
Supplemental Examinations - Real Estate Salesperson and Real Estate Broker; and Real Estate 
Appraiser Examination. PSI developed the Community Association Management exam, Home Inspector 
Exam, and Time Share Sales exam for the State in 2003, and performed a major update of the CAM 
exam in 2005. PSI also developed and administered a Property Management Permit Exam based on the 
State’s existing test items, and later performed a job analysis survey of Nevada Property Managers. 
1991 -1998; April 2002 - Present 
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Colorado Division of Real Estate  
1560 Broadway, Suite 925  
Denver, CO  80202 
Test Development, Test Administration, Records Management System 
The project involves test development for six categories and test administration in seven test centers. 
The major part of the contract centered on the development of an entire Records Management System, 
including the Division’s website and automated phone system. The actual Records Management System 
provides division staff with the integrated capability to manage the licensing process, auditing, 
enforcement, investigations, reporting, and financial management. PSI also provides fingerprinting for 
Division candidates at all Colorado test centers. 
March 2005 to present 
 
New Mexico Regulation and Licensing Department, Real Estate Commission 
5200 Oakland Avenue NE, Suite B 
Albuquerque, New Mexico 87113 
PSI’s services under this contract include processing examination applications, developing and delivering 
licensure and pre- and post-licensure exams, and tracking continuing education data for New Mexico real 
estate salespersons and brokers. PSI administers these exams in five PSI-owned-and-operated New 
Mexico test centers distributed throughout the state. 
July 2007 to Present 
 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Southern California 
Los Angeles, CA 
M.S., ED 
 
UCLA 
Los Angeles, CA 
M.S., Journalism 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Safia Anwari  
Education & Information Officer 
Nevada Real Estate Division 
702.486.0951 
sanwari@red.state.nv.us 
 
Eric Turner 
Manager of Education 
Colorado Department of Regulatory Agencies 
Division of Real Estate 
303.894.2424    
eric.turner@state.co.us   
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Wayne W. Ciddio 
Executive Secretary  
New Mexico Regulation and Licensing Department,  
Real Estate Commission 
505.222.9829  
Wayne.Ciddio@state.nm.us  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Chanda Turnbull Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Test Development Specialist 
# of Years in Classification: 9 # of Years with Firm: 1 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Ms. Turnbull has over 9 years of experience in occupational testing and assessment.  She currently 
serves as a Test Development Specialist for PSI Services, LLC on the Barber/Cosmetology/Real Estate 
Team.  She completed her Master of Science degree in Industrial/Organizational Psychology from 
Walden University. She had previously completed her Bachelor of Arts degree in Psychology from 
Metropolitan State University of Denver.  
 
Ms. Turnbull has previously worked for the CPS HR Consulting as a Senior Consultant for West Coast 
projects; Booth Research Group as a Senior Consultant; in the public sector with the State of Colorado 
developing and administering tests for occupational licensure; as well as for the Denver Civil Service 
Commission helping to develop and administer promotional exams and assessment centers for the 
Denver Police and Fire Departments. She also worked for the Office of Human Resources for the City 
and County of Denver developing pre-employment selection and assessment tools – including 
supplemental questions, knowledge and skill based testing, performance tests, and assessment centers. 
She has also conducted surveys and research related to job analyses of various occupational job 
categories. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
October 2013 to Present 
Colorado Department of Regulatory Agencies, Division of Professions and Occupations, Office of Barber 
and Cosmetology Licensure 
1560 Broadway, Suite 1350 
Denver, CO  80202 
Test Development Specialist 
The Division selected PSI through a competitive bid process to establish a full back-office operation. The 
effective date of the contract was October 1, 2013, and PSI was required to begin application screening 
and processing on December 16, 2013. This project entailed establishing a regional operation in 
Colorado, as well as working with a software provider to develop a front-end license application system. 
This client has extensive pre-licensing education, criminal history, and lawful presence reviews that must 
occur prior to an application being approved. Once approved, the application data feeds into PSI’s 
ATLAS™ examination registration system to permit registration and scoring for the practical and theory 
(written) examinations. Upon successful completion of both examinations, the candidate is issued a 
photo license at the examination site. 
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July 2014 to Present 
Maryland Department of Labor, Licensing, and Regulation; Maryland Board of Individual Tax Preparers 
500 North Calvert Street, 3rd Floor 
Baltimore, MD  21202 
Test Development Specialist 
PSI was awarded this contract to develop and administer a yearly examination, inclusive of federal and 
state individual tax preparation subjects, to register individual tax preparers in the state of Maryland. 
Exams are developed based on the tax law of the tax season immediately preceding the test-taking 
period. PSI screens all applicants in conjunction with the Board, designed a study guide for the exam, 
and administers the test at six test centers throughout Maryland. 
 
December 2014 to Present 
New Jersey State Board of Cosmetology and Hairstyling 
P.O. BOX 45003 
Newark, New Jersey 07101 
Test Development Specialist 
PSI provides test development and computer-based test administration at 10 locations for barber, 
beautician, cosmetologist-hairstylists, manicurists, skin care specialists, and teachers. 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
M.S. in Industrial/Organizational Psychology - 2008 
Walden University  
 
B.A. in Psychology - 1996 
Metropolitan State University of Denver 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Ofelia Duran 
Program Director 
Colorado Department of Regulatory Agencies, Division of Professions and Occupations, Office of Barber 
and Cosmetology Licensure 
303.894.7794 
ofelia.duran@dora.state.co.us 
 
Dennis Gring 
Executive Director, Board of Public Accountancy 
Maryland Department of Labor, Licensing, and Regulation; Maryland Board of Individual Tax Preparers 
410.230.6244 
dblackstone@dllr.state.md.us 
 
Jay A. Malanga 
Executive Director 
New Jersey State Board of Cosmetology and Hairstyling 
973.504.6400 
malangaj@dca.lps.state.nj.us  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Andrea Dominiack Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Test Development Specialist 
# of Years in Classification: 7 # of Years with Firm: 3 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Ms. Dominiack joined PSI in 2013 with 4 years of experience in developing certification and licensing 
examinations for various government agencies and professional associations. She has experience 
facilitating both in-person and web-based item writing and review workshops, job analyses, and standard 
setting studies. In addition, Ms. Dominiack reviews item and exam statistics and performs regular 
maintenance of the item banks. 
 
Prior to her employment with PSI, Ms. Dominiack worked at Prometric in Saint Paul, Minnesota, where 
she managed various clients in the government, financial, information technology, and academic market 
segments. Her responsibilities included conducting job analyses, developing test specifications, 
facilitating examination development workshops, and establishing a passing (cut) score through standard 
setting studies.  
 
Ms. Dominiack received a Master of Science in Industrial/Organizational Psychology from Saint Cloud 
State University and a Bachelor of Science in Psychology from South Dakota State University.  
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
New Jersey Department of Banking & Insurance 
20 West State Street, 10th Floor 
Trenton, NJ 08625 
Test Development Specialist 
PSI currently administers two programs under this contract with the Department, for the development 
and administration of examinations for license candidates in 9 insurance categories and 3 real estate 
categories. These programs include:  item development; item bank maintenance; test form generation 
using FormCastTM; candidate registration and scheduling; computer-based test administration at PSI’s 
test centers around the state; immediate scoring and generation of candidate score reports at each test 
center; and  regular customized reports to the Department via the Partner Site. To ensure the delivery of 
these services on schedule, PSI met an accelerated start-up timeframe, establishing eight new test 
centers around New Jersey and developing more than 20 test types within 2 months. 
April 2009 to Present 
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Minnesota Department of Commerce  
85 7th Place East, Suite 600 
St. Paul, MN 55101 
Test Development Specialist 
PSI completed a successful implementation of test development and administration services for this 
client’s programs, which include insurance, real estate, and appraiser testing in 18 license categories. 
Tasks for this project include:  item bank creation and maintenance; providing input for passing scores; 
creation and distribution of customized Candidate Information Bulletins; registration and scheduling of 
candidates via mail, fax, our call center,  and online system; test administration at 11 sites in Minnesota; 
immediate scoring and issuance of score reports to candidates at all test centers; providing successful 
candidates with on-site access to the Department’s web-based license application; on-demand reporting 
to the Department via our Partner Site; responding to candidate challenges and appeals; and electronic 
fingerprint identification of all candidates at each Minnesota location. 
January 2009 - Present 
 
South Carolina Department of Insurance 
1201 Main Street, Suite 1000 
Columbia, SC 29201 
Test Development Specialist 
Services provided under this contract include:  test development, review, and update activities for 20 
examination categories, including regular meetings with the client and approved subject matter experts; 
conducting industry meetings to update stakeholders on the examinations; pretesting of new exam items; 
development, publishing, and distribution of a customized Candidate Information Bulletin; registration 
and scheduling of candidates via mail, fax, phone, and internet; verification of candidate pre-license 
training requirements; computer-based test administration at 5 PSI test centers in South Carolina; 
immediate score reporting at each test center; provision of a computer terminal at each test center for 
online license application submission; regular reporting of examination and demographic data to the 
client, via email and PSI’s Partner Site; responding to candidate inquiries and complaints; and monthly 
financial reporting. 
July 2012 to Present 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
SAINT CLOUD STATE UNIVERSITY,  
Saint Cloud, MN 
M.S., Industrial-Organizational Psychology 
 
SOUTH DAKOTA STATE UNIVERSITY,  
Brookings, SD 
B.S., Psychology 
 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
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REFERENCES 


A minimum of three (3) references are required, including name, title, organization, phone number, fax number 
and email address.   


 
Gwendolyn Cobb 
Education Coordinator, Real Estate Commission  
New Jersey Department of Banking & Insurance 
20 West State Street, 10th Floor 
Trenton, NJ 08625 
609.777-0558 
Gwendolyn.Cobb@dobi.nj.gov  
 
Peter Bratsch 
Commerce Licensing Director  
Minnesota Department of Commerce  
651.539.1585 
peter.bratsch@state.mn.us  
 
Christine Lanigan 
CISR, Manager of Licensing and Education Services  
South Carolina Department of Insurance 
803.737.5757 
clanigan@doi.sc.gov  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Alex Ramirez, Ph.D. Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Vice President of Client Services 
# of Years in Classification: 3 # of Years with Firm: 1 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Dr. Ramirez has over 3 years of experience developing certification and licensing examinations for 
private credentialing organizations and pharmaceutical organizations.  His background is in examination 
development principles and techniques, job analysis, validation methodology and research.  At PSI, he 
develops licensing examinations, facilitates examination review committees, conducts standard 
setting/pass point studies, performs statistical review of item and test statistics and performs quality 
control procedures and maintenance of item banks. Prior to his employment with PSI, he worked as a 
Psychometrics Consultant at Javelin HR Solutions developing certification examination specifications, 
authoring and updating pharmaceutical drug item banks, building certification examinations, facilitating 
examination review meetings, helping establish passing (cut) scores, and establishing positive working 
relationships with subject matter experts. As a graduate student, Dr. Ramirez worked on a variety of 
projects for different organizations outside of the university such as an Organizational Analysis and 
Selection project for Greenpeace International and a job analysis for The Society of North Carolina 
Industrial and Organizational Psychologists. 
 
Dr. Ramirez earned his Doctorate in Industrial/Organizational Psychology from North Carolina State 
University in 2015 after earning his Bachelor of Arts in Psychology from Lees-McRae College in 2010. 
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
The Appraisal Foundation 
1155 15th Street, NW, Suite 1111, Washington, DC  20005 
Examination Development & Administration  
PSI is approved by the Appraisal Foundation’s Appraiser Qualifications Board (AQB) to administer the 
Foundation’s National Uniform Examination for licensing and certification of licensed residential 
appraisers, certified residential appraisers, and certified general appraisers (the federal appraiser license 
examinations). We are currently an examination provider for the appraisal profession in 19 jurisdictions. 
In addition, we were also recently awarded a contract by The Appraisal Foundation to transition the AQB 
Test Development services from the previous provider, Comira, to PSI, beginning with exam 
development activities and a job task analysis conducted concurrently in 2013. 
2013 to Present 
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Texas Department of Licensing and Regulation 
920 Colorado, Austin, TX  78701 
Test Development & Administration 
In 2004, PSI was awarded the contract to administer licensing examinations for the Texas Department of 
Licensing and Regulation (TDLR), including air conditioning/refrigeration, auctioneers, water well drillers, 
pump installers, registered accessibility specialists, licensed court interpreters, and property tax 
consultants. Services include candidate scheduling, scoring, reporting, and administration of minimum 
competency licensing examinations for candidates at our test centers across the state. In 2005, PSI was 
awarded a separate contract for the development of these examinations. 
Appraisers:  January 2000 to Present 
Geology:  January 2011 to Present 
In 2006, PSI began providing additional examination development and administration services to TDLR, 
this time for barbers, cosmetologists, facialists, manicurists, and many other cosmetology professions. 
This testing program included new test categories, and both written (computer-based) and practical 
examinations. PSI opened 8 new CBT/practical combo test centers in Texas for this contract, resulting in 
a total of 24 test centers available to the candidates served under this contract.  
Earlier in 2009, PSI won a new competitive bidding process, and was awarded a consolidated contract 
that covers all services outlined above, as well as a newly added program for the testing of electrician 
license candidates. 
October 2004 to Present 
 
South Carolina Office of Property, Environmental, Design and Construction Services (OPEDACS) 
Koger Office Park, Kingstree Building, 110 Centerview Drive, Columbia, SC  29211-1847 
PSI performs examination development, psychometric analysis, and item development. We have 
implemented a full-service testing system consisting of receipt and screening of applications, candidate 
processing, candidate notification, collection of fees, candidate scheduling, administration of computer-
based examinations, and result notification. Candidates can select from five conveniently located test 
centers throughout South Carolina. Examinations under this program include real estate, appraisers, 
contractors, and residential builders. 
December 2001 to present 
 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
NORTH CAROLINA STATE UNIVERISTY, Raleigh, NC 
Ph.D., Industrial-Organizational Psychology 
 
LEES-McRAE COLLEGE, Banner Elk, NC 
B.A., Psychology 
 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
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REFERENCES 


A minimum of three (3) references are required, including name, title, organization, phone number, fax number 
and email address.   


 
John S. Brenan 
Director of Appraisal Issues  
The Appraisal Foundation 
202.624.3044 
 john@appraisalfoundation.org   
 
Ray Pizarro 
Director 
Texas Department of Licensing and Regulation 
512.463.4190 
512.475.2871 
ray.pizarro@tdlr.texas.gov  
    
Beau Tiller  
Manager, Education 
South Carolina Office of Property, Environmental, Design and Construction Services (OPEDACS) 
Koger Office Park 
803.896.4455 
tillerb@llr.sc.gov 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Alon Schwartz Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Vice President of Client Services 
# of Years in Classification: 18 # of Years with Firm: 9 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Schwartz has been instrumental in managing client relationships for all of PSI’s Licensure and 
Certification programs since originally joining the company 12 years ago. He is responsible for all 
aspects of PSI’s daily operations, including contract administration and the supervision of the Operations 
staff.  Mr. Schwartz manages a staff of professionals in areas ranging from Client Services to Business 
Planning.  His operational responsibilities include: 
 
 Managing the day-to-day operations for all of PSI’s Licensure and Certification programs; 
 Ensuring that delivery of services is consistent with both the scope of the client contract and PSI’s 


service culture; 
 New project implementation. 


 
In addition to PSI, Mr. Schwartz previously worked at an internet software company, where he was 
responsible for managing his company's entire operations with a Business Process Outsourcing (BPO) 
firm in Pune, India.  Mr. Schwartz received his M.B.A. from the University of Southern California Marshall 
School of Business, and his B.A. in Political Science from the University of California, Los Angeles. 
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
California Department of Consumer Affairs 
2420 Del Paso Road, Sacramento, CA 95834 
Operations Management / Examination Services 
Under this contract, PSI provides test administration services for the following regulatory entities: Bureau 
of Automotive Repair (BAR), Board of Barbering and Cosmetology (BBC), Board of Behavioral Sciences 
(BBS), Dental Board, Hearing Aid Dispensers Bureau (HAD), Board of Pharmacy (BPH), Board of 
Psychology (BOP), Registered Veterinary Technician Committee (RVTC), Bureau of Security and 
Investigative Services (BSIS), and Board of Vocational Nursing and Psychiatric Technicians (BVNPT). 
February 2007 to Present 
 
New Mexico Regulation and Licensing Department, Construction Industries Division 
2550 Cerillos Road, Santa Fe, NM 87505 
Examination Development and Administration, Scoring, and Reporting 
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Under this contract, PSI develops and administers licensing examinations for the Construction Industries 
Division, the Manufactured Housing Division, and the Hoisting Operators Program, and provides scoring 
and reporting services. The system encompasses candidate processing, the receipt of fees, the 
scheduling and administration of examinations, and results notification. PSI has five test centers in New 
Mexico for candidates to choose from. 
October 2006 to present 
 
South Carolina Office of Property, Environmental, Design and Construction Services (OPEDACS) 
Koger Office Park, Kingstree Building, 110 Centerview Drive, Columbia, SC  29211-1847 
PSI performs examination development, psychometric analysis, and item development. We have 
implemented a full-service testing system consisting of receipt and screening of applications, candidate 
processing, candidate notification, collection of fees, candidate scheduling, administration of computer-
based examinations, and result notification. Candidates can select from five conveniently located test 
centers throughout South Carolina. Examinations under this program include real estate, appraisers, 
contractors, and residential builders. 
December 2001 to present 
 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Southern California 
Los Angeles, CA 
MBA 
 
UCLA 
Los Angeles, CA 
Bachelor of Arts 
 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Nicole Woods 
IESP Project Manager 
California Department of Consumer Affairs 
Office of Examination Resources 
916.575.7254 
nicole_woods1@dca.ca.gov 
 
Andy Dalmy  
Deputy Director/Counsel 
New Mexico Regulation and Licensing Department, Construction Industries Division 
505.476.4673 
andy.dalmy@state.nm.us\ 
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Beau Tiller  
Manager, Education 
South Carolina Office of Property, Environmental, Design and Construction Services (OPEDACS) 
Koger Office Park 
803.896.4455 
tillerb@llr.sc.gov 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Anthony Shaw Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Director of Client Services 
# of Years in Classification: 15 # of Years with Firm: 15 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Shaw is responsible for overseeing many of PSI’s daily operational functions, including ensuring that 
each candidate receives first-rate customer service, as well as making sure that PSI’s service culture is 
communicated and consistently implemented across all of the Candidate Services departments. Mr. 
Shaw manages staffing at PSI’s test centers; maintains overall responsibility for the test center 
scheduling process; and oversees test center issue reporting, escalation, and resolution, including 
security incidents; and all other service and safety issues. In addition, Mr. Shaw manages – in 
conjunction with the Call Center Manager – all call center activities and related customer service 
activities throughout the various PSI candidate contact channels. Mr. Shaw has been with PSI for 
thirteen years. Prior to joining PSI, Mr. Shaw worked as a telephone sales representative for Aegis 
Communications and Thaya Communications, both in Los Angeles. Mr. Shaw is completing his B.A. in 
Business Management at the University of Phoenix. 
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Connecticut Department of Consumer Protection 
165 Capitol Avenue, Hartford, CT  06106 
Examination Development and Test Administration 
PSI develops and administers real estate salesperson and brokers examinations; develops and 
administers continuing education examinations for real estate salespersons and brokers; administers 
general and residential appraiser examinations; and develops and administers minimum competency 
licensing examinations for a diverse group of over 100 construction-related examinations, including 
contractors, occupational trades, radio service technicians, fire protection contractors, glazier 
contractors, and shorthand reporters. We also collect and track continuing education units for both real 
estate and occupational trades licensees through PSI’s School Site. This is a computer-delivered 
examination program for which services are provided at two test centers located in the State of 
Connecticut, with immediate on-site scoring and results reporting, including the issuance of a tamper-
proof score report with a digitized candidate photograph. PSI is responsible for test center operations 
and training and for the administration of stringent security measures to ensure safeguarding in 
accordance with state requirements. PSI produces a variety of statistical reports on test performance and 
delivers these to state officials via a variety of media, as requested. PSI conducts a program by which 
real estate educators and interested parties are kept apprised of technical matters related to the test 
development and administration of the examinations and the incorporation of state laws and regulations 
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as mandated by state and Federal legislation. These services were originally divided into two contracts:  
Real Estate and Occupational Trades. PSI lost the Real Estate contract in 2006 due to a low bid, but in 
2007, won the new combined contract, and has resumed services. 
 
PSI also provides ongoing data transfer services under this contract. The Department outsourced its 
license data management to another vendor. PSI currently works with this vendor to transfer data 
(applicant data, test results, etc.) for all Occupational Trades and Real Estate candidates. In 2007, PSI 
also began application processing services for all license categories under this contract. 
December 1993 to June 2006; June 2007 to Present (Real Estate) 
December 1993 to Present (Occupational Trades) 
 
California Department of Insurance 
300 Capitol Mall, 1150  Sacramento, CA  95814 
Program Management / Examination Services 
The scope of work under this contract includes the following examination services:  organizing and 
facilitating periodic reviews of the examination items for each of 14 test categories; candidate 
registration, payment, and scheduling processes, including an online system allowing candidates to self-
schedule their license examinations; test administration at 15 PSI-owned test centers and 4 client-owned 
locations, via PSI’s ATLASTM computer-based testing platform;  client reporting provided through PSI’s 
Partner Site, including results reports and demographic data; and electronic fingerprinting for background 
checks at all PSI test centers.. 
December 2010 – Present 
 
South Carolina Office of Property, Environmental, Design and Construction Services (OPEDACS) 
Koger Office Park, Kingstree Building, 110 Centerview Drive, Columbia, SC  29211-1847 
PSI performs examination development, psychometric analysis, and item development. We have 
implemented a full-service testing system consisting of receipt and screening of applications, candidate 
processing, candidate notification, collection of fees, candidate scheduling, administration of computer-
based examinations, and result notification. Candidates can select from five conveniently located test 
centers throughout South Carolina. Examinations under this program include real estate, appraisers, 
contractors, and residential builders. 
December 2001 to present 
 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Phoenix 
Henderson, NV 
Bachelor of Arts 
 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
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REFERENCES 


A minimum of three (3) references are required, including name, title, organization, phone number, fax number 
and email address.   


 
Richard Hurlburt 
Director 
Occupational and Professional Licensing 
Connecticut Department of Consumer Protection 
860.713.6154 
 richard.hurlburt@ct.gov 
 
Charlene Ferguson 
California Department of Insurance 
916.492.3010 
Charlene.Ferguson@insurance.ca.gov  
 
Beau Tiller  
Manager, Education 
South Carolina Office of Property, Environmental, Design and Construction Services (OPEDACS) 
Koger Office Park 
803.896.4455 
tillerb@llr.sc.gov 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Cathy Laitinen Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Operations Management 
# of Years in Classification: 14 # of Years with Firm: 14 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Ms. Laitinen is responsible for hiring, training, and supervising test center staff members and 
coordinating test centers for electronic and special accommodation examinations. In addition, she is 
responsible for property management activities at examination sites, and for auditing examination sites to 
ensure security and quality control. In addition, Ms. Laitinen prepares and edits all candidate information 
brochures for PSI's programs. Prior to joining PSI, Ms. Laitinen spent several years in customer service 
and quality assurance for a web-based company. She also has a strong background in help desk and 
training. Ms. Laitinen consulted at Proctor & Gamble, building a Help Desk and training facility over a 
three-year period. Ms. Laitinen holds a Masters degree in Psychology from the Alfred Adler Institute in 
Minneapolis. Her Bachelor of Science degree in Management is from Mankato State University, 
Minnesota. 
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Nevada Real Estate Division 
2501 E. Sahara Ave., Suite 303 Las Vegas, NV  89104 
Executive Oversight, Examination Services 
The project required job analysis, examination development, administration, scoring, and reporting for 
the following: General Examination - Real Estate Salesperson and Real Estate Broker; Nevada 
Supplemental Examinations - Real Estate Salesperson and Real Estate Broker; and Real Estate 
Appraiser Examination. PSI developed the Community Association Management exam, Home Inspector 
Exam, and Time Share Sales exam for the State in 2003, and performed a major update of the CAM 
exam in 2005. PSI also developed and administered a Property Management Permit Exam based on the 
State’s existing test items, and later performed a job analysis survey of Nevada Property Managers. 
1991 -1998; April 2002 - Present 
 
Connecticut Department of Consumer Protection 
165 Capitol Avenue, Hartford, CT  06106 
Examination Development and Test Administration 
PSI develops and administers real estate salesperson and brokers examinations; develops and 
administers continuing education examinations for real estate salespersons and brokers; administers 
general and residential appraiser examinations; and develops and administers minimum competency 
licensing examinations for a diverse group of over 100 construction-related examinations, including 
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contractors, occupational trades, radio service technicians, fire protection contractors, glazier 
contractors, and shorthand reporters. We also collect and track continuing education units for both real 
estate and occupational trades licensees through PSI’s School Site. This is a computer-delivered 
examination program for which services are provided at two test centers located in the State of 
Connecticut, with immediate on-site scoring and results reporting, including the issuance of a tamper-
proof score report with a digitized candidate photograph. PSI is responsible for test center operations 
and training and for the administration of stringent security measures to ensure safeguarding in 
accordance with state requirements. PSI produces a variety of statistical reports on test performance and 
delivers these to state officials via a variety of media, as requested. PSI conducts a program by which 
real estate educators and interested parties are kept apprised of technical matters related to the test 
development and administration of the examinations and the incorporation of state laws and regulations 
as mandated by state and Federal legislation. These services were originally divided into two contracts:  
Real Estate and Occupational Trades. PSI lost the Real Estate contract in 2006 due to a low bid, but in 
2007, won the new combined contract, and has resumed services. 
 
PSI also provides ongoing data transfer services under this contract. The Department outsourced its 
license data management to another vendor. PSI currently works with this vendor to transfer data 
(applicant data, test results, etc.) for all Occupational Trades and Real Estate candidates. In 2007, PSI 
also began application processing services for all license categories under this contract. 
December 1993 to June 2006; June 2007 to Present (Real Estate) 
December 1993 to Present (Occupational Trades) 
 
Michigan Department of Licensing and Regulatory Affairs 
530 W Allegan St, 7th Floor, Lansing MI 48933 
In 1997, PSI was awarded our initial contract with the State of Michigan. We conducted an initial job 
analysis of 17 trades and building contractors that we then used as a basis for developing detailed test 
specifications. In 2005, PSI conducted a second job analysis study of the 17 trades, developed new test 
specifications, wrote new content, and conducted a new standard setting study. We currently administer 
licensing examinations based on these specifications at five computer-based testing and paper-and-
pencil test centers within the state.  
In 2005, we were also awarded a separate contract for barber and cosmetology testing. Services include 
complete range of required test administration and development services for the barber/cosmetology and 
related field examinations. PSI provides the required products and services for the administration of 
theory and practical examinations, including services to process examination applications. We also 
performed a survey- and committee-based job analysis for all license types. In addition, PSI develops 
and delivers examinations that meet or exceed state requirements and other generally accepted 
psychometric standards for providing valid and reliable examinations. We implemented new practical test 
centers in Michigan for this contract – candidates can choose from three locations for the practical exam, 
and five options for the theory test. PSI also prints and issues license cards to successful candidates in 
this program. 
In 2006, we were awarded the contract for real estate examination services. PSI has developed and 
currently administers exams in 14 different categories, including real estate salesperson and broker, 
three different real estate appraiser categories, collection agency manager, professional community 
manager, professional surveyor, and many others. We administer these licensing examinations at five 
computer-based test centers throughout the state.  
In 2013, PSI won a new contract through a competitive bidding process that consolidates all of the 
services above.  
Residential Builder:  January 1997 to August 2013 
Barber & Cosmetology:  August 2005 to August 2013 
Real Estate:  November 2006 to August 2013 
Consolidated Contract:  September 2013 to Present 
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EDUCATION 


Information required should include: institution name, city, state,  
degree and/or Achievement and date completed/received. 


Alfred Adler Institute 
Minneapolis, MN 
M.A. 
 
Mankato State University 
Mankato, MN 
Bachelor of Science 
 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Joe (J.D.) Decker 
Administrator 
Nevada Real Estate Division 
702.486.4034 
jdecker@red.state.nv.us  
 
Richard Hurlburt 
Director 
Occupational and Professional Licensing 
Connecticut Department of Consumer Protection 
860.713.6154 
richard.hurlburt@ct.gov 
 
Belinda Wright 
Michigan Department of Licensing and Regulatory Affairs 
517.373.8068 
wrightb2@michigan.gov    
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Michael Murray Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Vice President of Client Services 
# of Years in Classification: 19 # of Years with Firm: 19 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Murray is responsible for maintaining the accuracy and integrity of data transfers to and from PSI. Mr. 
Murray also monitors the Quality Performance of our Customer Service Department's day-to-day 
operations. This department is responsible for all examination eligibility, examination registration, 
examination scheduling, special accommodations, telephone inquiries, collections, shipment and 
dissemination of bulletins, and candidate complaints. PSI's candidate service has always been an 
integral part of the company in that it is the main point of contact with all candidates. Mr. Murray joined 
PSI in 1997. Mr. Murray has over 20 years experience in customer care. Prior to joining PSI, Mr. Murray 
was involved in the operations of major call centers for Marriott Corporation and Citibank. Mr. Murray's 
resume also includes Human Resource experience at Hughes Aircraft Corporation and Customer service 
with Hertz Corporation. 
 
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
February 2007 to Present 
California Department of Consumer Affairs 
2420 Del Paso Road,  
Sacramento, CA 95834 
Vice President of Client Services 
Under this contract, PSI provides test administration services for the following regulatory entities: Bureau 
of Automotive Repair (BAR), Board of Barbering and Cosmetology (BBC), Board of Behavioral Sciences 
(BBS), Dental Board, Hearing Aid Dispensers Bureau (HAD), Board of Pharmacy (BPH), Board of 
Psychology (BOP), Registered Veterinary Technician Committee (RVTC), Bureau of Security and 
Investigative Services (BSIS), and Board of Vocational Nursing and Psychiatric Technicians (BVNPT). 
 
 
Appraisers:  January 2000 to Present 
Geology:  January 2011 to Present 
Virginia Department of Professional and Occupational Regulation; Real Estate Appraisers Board & Board 
for Professional Soil Scientists, Wetland Professionals, and Geologists 
9960 Mayland Drive, Suite 400  
Richmond, VA 23233 
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Vice President of Client Services 
PSI began providing testing services to the Appraisers Board in 2000, including examination 
development, examination administration, scoring, and reporting for the licensing examinations for three 
categories of Real Estate Appraisers.  
 
In January 2008, PSI began administering the National Uniform Licensing and Certification Examinations 
(developed by the AQB) to all appraiser candidates in Virginia. We currently provide computer-based test 
administration in six locations throughout the state. 
 
 
October 2004 to Present 
Texas Department of Licensing and Regulation 
920 Colorado 
Austin, TX  78701 
Vice President of Client Services 
In 2004, PSI was awarded the contract to administer licensing examinations for the Texas Department of 
Licensing and Regulation (TDLR), including air conditioning/refrigeration, auctioneers, water well drillers, 
pump installers, registered accessibility specialists, licensed court interpreters, and property tax 
consultants. Services include candidate scheduling, scoring, reporting, and administration of minimum 
competency licensing examinations for candidates at our test centers across the state. In 2005, PSI was 
awarded a separate contract for the development of these examinations. 
 
In 2006, PSI began providing additional examination development and administration services to TDLR, 
this time for barbers, cosmetologists, facialists, manicurists, and many other cosmetology professions. 
This testing program included new test categories, and both written (computer-based) and practical 
examinations. PSI opened 8 new CBT/practical combo test centers in Texas for this contract, resulting in 
a total of 24 test centers available to the candidates served under this contract.  
 
Earlier in 2009, PSI won a new competitive bidding process, and was awarded a consolidated contract 
that covers all services outlined above, as well as a newly added program for the testing of electrician 
license candidates. 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Nicole Woods 
IESP Project Manager 
California Department of Consumer Affairs 
Office of Examination Resources 
916.575.7254 
nicole_woods1@dca.ca.gov 
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Ray Pizarro 
Director 
Texas Department of Licensing and Regulation 
512.463.4190  
ray.pizarro@tdlr.texas.gov   
 
Rhonda Starr 
Virginia Department of Professional and Occupational Regulation; Real Estate Appraisers Board & Board 
for Professional Soil Scientists, Wetland Professionals, and Geologists 
804.367.8526  
Rhonda.Starr@dpor.virginia.gov  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: PSI Services LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 
Contractor: x Subcontractor:  


 
The following information requested pertains to the individual being proposed for this project. 


Name: Charlie Koop Key Personnel: 
(Yes/No) Yes 


Individual’s Title: Vice President, Solution Management 
# of Years in Classification: 17 # of Years with Firm: 14 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Koop is responsible for driving the strategic application/technology decisions that enable PSI to 
continue to provide premium services to our existing customer base, and to create new opportunities to 
expand on our market share.   
 
Mr. Koop’s responsibilities include:  manage, design, and make key decisions for all PSI applications; 
provide Program and Project Management for existing and new programs; facilitate collaboration with all 
departments for application improvements and changes; manage prioritization of releases, new 
functionality, and new programs for all applications for onshore and offshore teams to ensure that all 
expectations are communicated, are understood, and are met; act as Operational Liaison for business 
requirements within PSI’s application framework; manage the optimization and redesign of existing 
applications; and provide Technical Support management and oversight. 
 
Since joining PSI in 2002, Mr. Koop has cemented his expertise in operational business requirements 
and software platform architecture.  He has been integral in achieving PSI's objective of systems 
integration across our technology platforms, as well as the optimization and redesign of all of PSI’s 
existing applications.   
 
Before coming to PSI, Mr. Koop owned a private computer consulting company where he led 
implementations and provided infrastructure support for small business and enterprise concerns.  In 
addition to holding Microsoft Certified Systems Engineer and Cisco Certified Network Associate 
certifications, he has extensive experience in the management of technical support services. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
March 2005 to Present  
Colorado Division of Real Estate 
1560 Broadway, Suite 925 
Denver, CO  80202 
Vice President, Solution Management 
The project involves test development for six categories and test administration in seven test centers. 
The major part of the contract centered on the development of an entire Records Management System, 
including the Division’s website and automated phone system. The actual Records Management System 
provides division staff with the integrated capability to manage the licensing process, auditing, 
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enforcement, investigations, reporting, and financial management. PSI also provides fingerprinting for 
Division candidates at all Colorado test centers. 
 
February 2007 to Present 
California Department of Consumer Affairs 
2420 Del Paso Road 
Sacramento, CA 95834 
Vice President, Solution Management 
Under this contract, PSI provides test administration services for the following regulatory entities: Bureau 
of Automotive Repair (BAR), Board of Barbering and Cosmetology (BBC), Board of Behavioral Sciences 
(BBS), Dental Board, Hearing Aid Dispensers Bureau (HAD), Board of Pharmacy (BPH), Board of 
Psychology (BOP), Registered Veterinary Technician Committee (RVTC), Bureau of Security and 
Investigative Services (BSIS), and Board of Vocational Nursing and Psychiatric Technicians (BVNPT). 
 
October 2004 to Present 
Texas Department of Licensing and Regulation 
920 Colorado 
Austin, TX  78701 
Vice President, Solution Management 
In 2004, PSI was awarded the contract to administer licensing examinations for the Texas Department of 
Licensing and Regulation (TDLR), including air conditioning/refrigeration, auctioneers, water well drillers, 
pump installers, registered accessibility specialists, licensed court interpreters, and property tax 
consultants. Services include candidate scheduling, scoring, reporting, and administration of minimum 
competency licensing examinations for candidates at our test centers across the state. In 2005, PSI was 
awarded a separate contract for the development of these examinations. 
 
In 2006, PSI began providing additional examination development and administration services to TDLR, 
this time for barbers, cosmetologists, facialists, manicurists, and many other cosmetology professions. 
This testing program included new test categories, and both written (computer-based) and practical 
examinations. PSI opened 8 new CBT/practical combo test centers in Texas for this contract, resulting in 
a total of 24 test centers available to the candidates served under this contract. 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
CALIFORNIA STATE UNIVERSITY,  
Dominguez Hills, CA 
B.A., Psychology 
. 
 


Revised:  09-25-13 Resume Form Page 2 of 3 







 
CERTIFICATIONS 


Information required should include: type of certification and date completed/received. 
 


Certification Exam 
Installing, Configuring and Administering Microsoft Windows 2000 Professional 70-210 
Installing, Configuring and Administering Microsoft Windows 2000 Server 70-215 
Implementing and Administering a Microsoft Windows 2000 Network 
Infrastructure 70-216 


Implementing and Administering a Microsoft Windows 2000 Directory Services 
Infrastructure 70-217 


Designing Security for a Microsoft 2000 Network 70-220 
Implementing and Supporting Microsoft Systems Management Server 2.0 70-086 
Administering Microsoft SQL Server 7.0 70-028 
Cisco Certified Network Associate 640-607 CCNA 
Cisco Routing and Switching 640-604 


 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Sean Rhyne 
Records Management Systems Manager 
Colorado Division of Real Estate 
303.894.2166  
303.894.2683 
 sean.rhyne@dora.state.co.us 
 
Nicole Woods 
IESP Project Manager 
California Department of Consumer Affairs 
Office of Examination Resources 
916.575.7254 
nicole_woods1@dca.ca.gov 
 
Ray Pizarro 
Director 
Texas Department of Licensing and Regulation 
512.463.4190 
512.75.2871 
ray.pizarro@tdlr.texas.gov   
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Part I A – Technical Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 


109 


TAB IX – OTHER INFORMATIONAL MATERIAL 


Appendices 
PSI has provided a number of appendices as supplemental and supporting documentation for our 
proposal. The appendices included are: 
 
 Appendix A – ARELLO Accreditation Letter 


 Appendix B – Appraiser Qualifications Board (AQB) Approval Letter 


 Appendix C – Sample CBT Tutorial 


 Appendix D – Test Center Operations Manual (Table of Contents) 


 Appendix E – Sample Score Reports 


 Appendix F – PSI Site Monitoring Checklist 


 Appendix G – Current Candidate Information Bulletin 


 Appendix H – Sample State Reports 


 
These are presented in the order they are referred to in the main proposal document. 





		Tab I – Title Page

		tab iii - vendor information sheet

		Tab IV – State Documents

		A. Signature Page(s) from Amendment(s)

		B. Attachment A – Confidentiality and Certification of Indemnification

		C. Attachment C – Vendor Certifications

		D. Copies of Any Vendor Licensing Agreements and/or Hardware and Software Maintenance Agreements

		E. Copies of Applicable Certifications and/or Licenses



		Tab V – Attachment B

		tab vi – section 3 - scope of work

		3.1 Exam Development

		3.1.1 Job Analysis

		Examination Specifications

		Develop Preliminary Exam Outlines

		Conduct SME Meeting to Review and Finalize Test Content Outlines

		Content Validation Linkages





		3.1.2 Exam Construction

		Test Development Project Management

		Item Development

		Approach

		SME Meeting:  Item Review and Standard Setting



		Item Review and Revision

		Item Banking

		Field Testing

		Item Analysis

		Test Assembly

		Test Development Quality Assurance

		Test Development & QA Issue Tracking



		Examination Updates

		Legal Defense



		3.1.3 Exam Certification

		3.1.4 Subject Areas

		3.1.5 Exam Scoring

		3.1.6 Exam Ownership



		3.2 Exam Administration

		3.2.1 Administering Format

		3.2.1.1 Electronic Format

		3.2.1.2 Registering Candidates

		Telephone – Call Center Representatives

		Internet

		Rescheduling & Cancellation



		3.2.1.3 Employee Background Check

		3.2.1.4 Item Security

		Application Architecture

		Central Server

		Test-Site Servers

		Examination Desktops





		3.2.1.5 Exam Supervision

		3.2.1.6 Test Result Notification

		Strength & Weakness Report

		Scoring Quality Control



		3.2.1.7 Candidate Notification

		3.2.1.8 Proctoring

		Test Center Quality Assurance



		3.2.1.9 Candidate Verification

		3.2.1.10 Maintaining Test Results



		3.2.2 Testing Facilities

		3.2.2.1 Nevada Test Locations

		3.2.2.2 Special Accommodations

		3.2.2.3 Seating Capacity

		3.2.2.4 Security of Exam Process



		3.2.3 Candidate Records

		3.2.4 Score Report

		3.2.5 Brochures

		3.2.6 Contact Number

		3.2.7 Government Purchase Orders



		3.3 Reporting Standards

		3.3.1 Exam Results

		The Partner Site

		3.3.1.1 Daily Electronic Transfer

		3.3.1.2 Score Certification

		3.3.1.3 Weekly Electronic Transfer

		3.3.1.4 Monthly Electronic Transfer

		3.3.1.5 School Summary Report

		3.3.1.6 Individual Items Report



		3.3.2 Report of Problems

		3.3.3 Fees to Division

		3.3.4 Payment to Vendor

		3.3.5 Fee Caps



		3.4 Other Enhancements or Services

		3.4.1 Installation Schedule

		3.4.2 Informational Meetings

		3.4.3 Photos

		3.4.4 Live-scan Fingerprinting

		3.4.4.1 Fingerprinting at Each Testing Facility

		3.4.4.2 Performance and Operational Efficiency

		3.4.4.3 Excess Downtime

		3.4.4.4 Direct Billing Account

		3.4.4.5 Processing Fee

		3.4.4.6 Direct Electronic Transmission

		3.4.4.7 Employee Background Investigations



		3.4.5 Additional Services Provided by Vendor





		tab vii – section 4 - COMPANY BACKGROUND AND REFERENCES

		4.1 VENDOR INFORMATION

		4.1.1 Company Profile

		4.1.2 Corporate Registration

		4.1.3 Nevada Business License

		4.1.4 Licensing Requirements

		4.1.5 Prior Contract

		4.1.6 State Employee Status

		4.1.7 Legal Liabilities

		4.1.8 Insurance Requirements

		4.1.9 Company Background/History

		4.1.10 Length of Time Services Rendered

		4.1.11 Financial Information



		4.2 Subcontractor Information

		4.2.1 Subcontractor Use



		4.3 Business References

		4.3.1 Two (2) References Required

		4.3.2 Reference Information

		4.3.3 Reference Questionnaire

		4.3.4 Reference Questionnaire Submission

		4.3.5 Forms Submission Vendor Responsibility

		4.3.6 Reference Verification





		Tab VIII – Attachment G – Proposed Staff Resumes

		4.4 Vendor Staff Resumes



		Tab IX – Other Informational Material

		Appendices



		resumes all.pdf

		Attachment G - Proposed Staff Resume - Tadas Dabys

		Attachment G - Proposed Staff Resume - Carolyn Moore-Mooso

		Attachment G - Proposed Staff Resume - Chanda Turnbull

		Attachment G - Proposed Staff Resume - Andrea Dominiack

		Resumes ALex ramirez

		Attachment G - Proposed Staff Resume - Alon Schwartz

		Attachment G - Proposed Staff Resume - Anthony Shaw

		Attachment G - Proposed Staff Resume - Cathy Laitinen

		Mike Murray

		Attachment G - Proposed Staff Resume - Charlie Koop












Consensus Scoresheet 


Page 1 of 1


Weight Eval 1 Eval 2 Eval 3 Eval 4 Eval 5  Average
weighted 


PEARSON VUE 1.  Demonstrated Competence 20.0 10.0 8.0 6.0 7.0 9.0  160.0
  
2.  Experience in performance of comparable engagements 20.0 10.0 8.0 5.0 6.0 8.0  148.0


   
3.  Conformance with the terms of this RFP 15.0 10.0 9.0 7.0 7.0 7.0 120.0
 
4. Expertise and availability of key personnel 20.0 10.0 10.0 6.0 5.0 6.0  148.0
 
5.  Cost 25.0 10.0 10.0 8.0 10.0 8.0  230.0
  


 
 Pass/Fail p p p p p


Financial Stability (pass/fail)      
Technical Ave 576.0


   
    Average Score 806.0


Weight Eval 1 Eval 2 Eval 3 Eval 4 Eval 5  Average
weighted 


PSI SERVICES LLC 1.  Demonstrated Competence 20.0 10.0 9.0 10.0 6.0 9.0  176.0
   
2.  Experience in performance of comparable engagements 20.0 10.0 10.0 9.0 5.0 9.0  172.0


    
3.  Conformance with the terms of this RFP 15.0 10.0 8.0 9.0 5.0 7.0 117.0
 
4. Expertise and availability of key personnel 20.0 9.0 8.0 9.0 6.0 8.0  160.0
 
5.  Cost 25.0 7.0 7.0 5.0 9.0 7.0  175.0
  


 
 Pass/Fail p p p p p


Financial Stability (pass/fail)      
Technical Ave 625.0


 
   800.0Average Score





		Consensus Scoring
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August 9, 2016

***NOTICE OF AWARD***

A Notice of Award discloses the selected vendor(s) and the intended contract terms resulting from a

State issued solicitation document.  Contract for the services of an independent contractor do not 

become effective unless and until approved by the Board of Examiners.


		RFP/BID:

		3253





		For:

		Professional Examination Services





		Vendor:

		Pearson VUE, a business of NCS Pearson, Inc. 





		Term:

		January 1, 2017 thru December 31, 2021 (4 years)





		Awarded Amount:

		$2,163,105.00





		Using Agency:

		Business and Industry Real Estate Division





************************************************************************************


This Notice of Award has been posted in the following locations:


		State Library and Archives

		100 N. Stewart Street

		Carson City



		State Purchasing

		515 E. Musser Street

		Carson City



		B&I Real Estate Division

		2501 E. Sahara Ave

		Las Vegas





Pursuant to NRS 333.370, any unsuccessful proposer may file a Notice of Appeal


 within 10 days after the date of this Notice of Award.


NOTE:  This notice shall remain posted until August 19, 2016

Revised as of 10/05/11






State of Nevada Purchasing Division 
on behalf of the Real Estate Division
 PART IA - TECHNICAL PROPOSAL   


 Request for Proposal: 3253 | Professional Examination Services


 May 12, 2016, 2:00 p.m. PT


This proposal will remain valid for 180 days after the proposal 
due date.


This proposal has been printed double-sided on recycled paper.


Copyright © 2016 Pearson Education, Inc. or its affi liate(s). All rights reserved. pvamericassales@pearson.com


Pearson VUE


3 Bala Plaza West
Suite 300
Bala Cynwyd, PA 19004
(610) 617-9300


www.pearsonvue.com







 


 


 


 


 


 


 


 


 


May 12, 2016 


 


Ronda Miller, Purchasing Officer II 


State of Nevada, Purchasing Division 


515 E. Musser Street, Suite 300 


Carson City, NV 89701 


Phone: (775) 684‐0182 


Email: rlmiller@admin.nv.gov 


 


RE: RFP 3253, Professional Examination Services 


 


Dear Ms. Miller: 


Pearson VUE, a business of NCS Pearson, Inc., is pleased to submit this proposal to the State of 


Nevada Purchasing Division for “the development and administration of tests with both national 


and state questions, updating of examination questions to reflect law changes, periodic review of 


state and national questions for relevance to current law and practice, and licensure support 


services for candidates of all licenses, certifications and permits which are issued by the Nevada 


Real Estate Division [(Division)].” Our response is based on our understanding of your required 


scope of work backed by our long‐term, proven commitment to service, quality, and value for 


state regulatory agencies. We are not only confident Pearson VUE is the most qualified provider 


for the Division’s professional examination services program, but believe you will be extremely 


pleased with the additional advantages Pearson VUE can leverage for your program. 


Pearson VUE has been a continuous, respected testing contractor to the State of Nevada since 


1990, beginning with our administration of the insurance contract for Nevada Division of 


Insurance. Additionally, we administer testing for Nevada residents seeking professional 


licensing and certification in information technology, medicine, inventory control, payroll, and 


many other fields. Last year, we administered nearly 38,000 exams in the State of Nevada. These 


include exams for Nevada registered and practical nurses via our contract with the National 


Arthur Valentine


Senior Vice President, Professional Services 


 


PEARSON VUE 


3 Bala Plaza West, Suite 300 


Bala Cynwyd, PA 19004 


Tel: (610) 617‐5004 


Fax: (610) 617‐9301 


Email: arthur.valentine@pearson.com 
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Council of State Boards of Nursing® (NCSBN®), serving the Nevada State Board of Nursing; 


Nevada pharmacists via our contract with the National Association of Boards of Pharmacy 


(NABP) serving the Nevada State Board of Pharmacy; Nevada emergency medical technicians 


(EMTs) via our contract with the National Registry of Emergency Medical Technicians® (NREMT) 


serving the Nevada Emergency Medical Systems; Nevada social workers via our contract with 


the Association of Social Work Boards (ASWB) serving the Nevada Board of Examiners for Social 


Workers; and Nevada graduate business school students via our contract with the Graduate 


Management Admission Council (GMAC®). Together with our parent company, Pearson plc, we 


employ 26 individuals throughout the state, all directly contributing to the professional 


development and economic stimulation of the State of Nevada. 


For 33 years, Pearson VUE has been devoted to the delivery of examination and licensure services 


to state agencies engaged in the regulation of real estate professions and occupations. Our 


expertise is founded on the scientific principles of test measurement, test development 


proficiency, state‐of‐the‐art assessment administration technology, and the utilization of industry 


best practices – all to be leveraged for the management of your program. Below, we have 


summarized key components of our proposed solution, detailing our understanding of the 


services required, and noting significant differences that set us apart from the competition. 


Extensive Real Estate and Appraiser Testing Experience 


Pearson VUE has been developing and administering real estate licensing examinations for 33 


years. Since 1983, we have administered over 2,000,000 real estate licensing exams, including 


over 174,000 in 2015. We currently serve real estate agencies in 14 states/territories and real estate 


appraiser agencies in 23 states/territories. Our real estate clients include three states contiguous to 


Nevada: Utah, Arizona, and Idaho. Recently, the Texas Real Estate Commission and the Texas 


Appraiser Licensing and Certification Board signed a contract with Pearson VUE and began 


testing with us in September 2014. Even more recently, in the last year, we secured a real estate 


testing contract renewal via a competitive bidding process with the State of Kansas.  


Pearson VUE maintains ongoing relationships with government officials and state legislators, 


holds membership in a variety of real estate industry associations, and participates in national 


industry conferences, including the Association of Real Estate License Law Officials (ARELLO®). 


We have been continually certified by ARELLO since January 1995 and are currently certified 


through December 31, 2019. Pearson VUE’s experience in the real estate licensing market is 


unsurpassed by any of our competitors.  


Upon contract award, our team of content development experts will immediately begin 


constructing a new exam for the Division, based on content derived from our most recent 


national real estate job analysis. Pearson VUE undergoes a job analysis study for its national real 
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estate exam content every 5‐6 years. The next real estate job analysis is scheduled to take place in 


2018, and we would be delighted to have the State of Nevada and its subject matter experts 


participate in that process.  


Pearson VUE has partnered with The Appraisal Foundation since 1992 to administer the national 


appraiser examination, which is currently developed by the Appraiser Qualifications Board 


(AQB), an independent board of The Appraisal Foundation. Under the provisions of Title XI of 


the Financial Institutions Reform, Recovery and Enforcement Act of 1989 (FIRREA), the AQB 


establishes the minimum education, experience, and examination requirements for real property 


appraisers to obtain a state certification. As an approved AQB test provider, Pearson VUE is 


provided exam data from the AQB, which we use to build the appraiser tests to specification.  


Experienced Provider of Electronic Fingerprinting Services 


Pearson VUE has been offering secure and reliable fingerprinting services in support of criminal 


background checks since 1993. In Nevada, we have been offering fingerprinting services for the 


Nevada Division of Insurance since 2004. In 2002, at the request of the National Association of 


Insurance Commissioners (NAIC), Pearson VUE led the first pilot programs for digital 


fingerprint background checks in the states of Alaska, Idaho, and Washington. Pearson VUE is 


represented at NAIC’s annual E‐Reg Conferences and has recently had an opportunity to present 


on biometric service solutions in front of Colorado’s Senate Committee on Healthcare. Today, 


Pearson VUE works with business partners such as MorphoTrust USA LLC to provide digital 


fingerprinting services to eight regulatory agencies in seven states. Every month, thousands of 


applicants and licensees are fingerprinted through our national network of Pearson VUE‐owned 


and ‐operated test centers and partner locations. In service of the Division’s background check 


requirements, Pearson VUE will leverage our existing relationship with MorphoTrust in Nevada, 


which, along with our long‐term fingerprinting experience and highly trained test center staff, 


will enable us to coordinate both examination delivery and fingerprint capture at times and 


locations most convenient to Nevada real estate license applicants. 


Pearson VUE fingerprinting clients include the Nevada Division of Insurance, the Utah 


Department of Commerce, Division of Real Estate, and the Florida Department of Business and 


Professional Regulation, among others. Pearson VUE also contracts with many of our state 


fingerprinting clients for licensure examination services, providing prospective licensees with the 


convenience of electronic fingerprint submission immediately upon completion of their exams.  


Flexible, Client-Driven Test Center Solution 


Effectively managing a comprehensive network of test centers is a foundational, core competence 


of Pearson VUE. Pearson VUE has built a reputation on the quality, consistency, and convenience 
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of our test center network. We have leveraged our extensive and diversified client base to grow 


our test center footprint. Our company‐owned test centers have been providing Nevada test 


takers with quality service for decades. Our integration of authorized third party locations, which 


adhere to stringent security protocols, has expanded our testing network into universities, 


community colleges, and vocational/technical training centers, enabling us to provide Nevada 


real estate test takers with a broad range of testing opportunities. 


For the Division’s professional examination services program, Pearson VUE will furnish a total of 


16 in‐state test centers in the cities of Reno (four locations), Las Vegas (eight locations), Elko, 


Henderson, and Round Mountain. Two of our proposed test centers (in Las Vegas and Reno) are 


completely company‐owned and –operated and are expected to accommodate 75 percent of the 


Division’s anticipated candidate volume. While some vendors may offer a large number of 


locations or excessive operational hours, they cannot exercise the same control over sites that 


they do not directly own or operate. Pearson VUE provides the most flexible test center hours in 


the industry. Typically, 95 percent of our candidates can test at the site of their choice within five 


days of registering. Our test center offering includes the provision of nearly 300 US Pearson VUE 


test centers available for real estate test administration, including up to 20 locations in 


jurisdictions contiguous to Nevada for a larger regional footprint and more options for 


candidates.  


Finally, we offer you the ability to deliver the Nevada professional examination services 


program to candidates via our US military on‐base test centers. Pearson VUE is pleased and 


proud to offer this additional channel to Nevada test takers and military professionals stationed 


abroad. Pearson VUE has partnered with US Department of Defense (DoD) education centers and 


base‐sponsored testing centers, and provides testing, upon request, for troops at forward‐


operating bases and installations that lack easy access to conventional testing facilities. 


Expert Test Development 


Pearson VUE’s expert real estate content development team will manage the writing of items to 


provide for adequate coverage of Nevada‐specific content in your item pool. Our content 


development team will make certain each item on the Nevada real estate examinations is relevant 


to national and state‐specific real estate principles and practices. Our examinations will use 


content based on our most recent (2013) national real estate job analysis and accredited by 


ARELLO. Further, as an approved AQB vendor, Pearson VUE will seamlessly furnish to the 


Division the national uniform appraiser examinations under a pursuant contract. Our 


psychometric services team will work with the Division to make certain that questions on the 


examinations perform at the appropriate level. Pearson VUE’s testing services staff will work 


efficiently with the Division in this manner each year to update the Nevada real estate 


examinations. 
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Upon contract award, Pearson VUE will utilize our reliable item writing and review process to 


produce valid, reliable Nevada real estate examinations. Pearson VUE staff will use our item 


banking tool to make our collaboration with Division staff and Division‐appointed SMEs go 


smoothly and efficiently, while making certain Nevada’s examinations are updated to reflect any 


changes in state laws, regulations, and unique practices. The use of our item banking tool will 


continue to enhance the productivity of both in‐person and virtual item review meetings, 


allowing the Nevada real estate item development and review process to be faster and more 


efficient. In addition, Pearson VUE is willing to discuss our linear‐on‐the‐fly testing (LOFT) 


model capabilities, should the Division be interested in using that model to achieve substantially 


unique exam forms. 


Attentive, Experienced Program Management 


Critical to the success of the Division’s program is Pearson VUE’s assigned program manager, 


Christine Nelson, who will serve as the designated point person for the Division. Ms. Nelson, 


who works out of our Aurora, Colorado office, currently serves as the program manager for 


Pearson VUE’s administration of the insurance licensure testing contract with the Nevada 


Division of Insurance, and is readily available to meet in person in Nevada when needed. Under 


a pursuant contract, she will serve as the Division’s single point of contact, leading all project 


planning activities upon contract award, manage the implementation of all program activities, 


and make sure that the Division receives superior service throughout the life of the contract. 


Because Ms. Nelson will work with you throughout program implementation and for the life of 


the contract, she will develop and maintain extensive knowledge of your program in order to 


better serve you and your candidates.  


Working directly with Ms. Nelson will be your designated account executive, Joel Norris, 


business development manager. In this role, Mr. Norris will be responsible for aspects of Division 


service, relationship, account management, and point‐of‐escalation responsibilities, as well as 


guiding Pearson VUE’s business development and marketing activities for the Division. 


Mr. Norris is responsible for regulatory contracts in the western United States. He also works 


with the Nevada Division of Insurance, and will be personally available to meet with the Division 


whenever needed. 


Executive oversight will be provided by Pearson VUE’s executive director of business 


development, Thomas Magallanes, who will serve as the Division’s executive sponsor. In this 


role, he will help make sure the Division is aware of new innovations in Pearson VUE 


technology, serve as a sounding board for any issues, and help identify program improvements. 


With the executive sponsorship of Mr. Magallanes, the Division is assured of consistently 


superior service and ample attention from Pearson VUE’s top management. 
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Tab III – Vendor Information Sheet 


The vendor information sheet completed with an original signature by an individual authorized to bind the 


organization must be included in this tab. 


Pearson VUE, a business of NCS Pearson, Inc., is submitting this proposal. A signed copy of the 


Vendor Information Sheet is included as an attachment on the following page. The Vendor 


Information Sheet has been signed by Pearson VUE’s Senior Vice President of Professional 


Services, Arthur Valentine, who is authorized to commit the organization contractually and bind 


the company to the terms and conditions of our proposal. 
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Tab IV – State Documents 


The State documents tab must include the following: 


A. The signature page from all amendments with an original signature by an individual authorized to bind the 


organization. 


Pearson VUE has provided the signature page from RFP Amendment 1 immediately following 


this page. The signature page has been signed by our senior vice president of professional 


services, Arthur Valentine, who is authorized to commit our organization contractually and bind 


the company to the terms of our proposal. 


B. Attachment A – Confidentiality and Certification of Indemnification with an original signature by an individual 


authorized to bind the organization. 


Pearson VUE has provided a completed copy of RFP Attachment A – Confidentiality and 


Certification of Indemnification on the following pages. This form has been signed by our senior 


vice president of professional services, Arthur Valentine, who is authorized to commit our 


organization contractually and bind the company to the terms of our proposal. 


C. Attachment C – Vendor Certifications with an original signature by an individual authorized to bind the 


organization. 


Pearson VUE has provided a completed copy of Attachment C – Vendor Certifications on the 


following pages. This form has been signed by Pearson VUE’s Senior Vice President of 


Professional Services, Mr. Arthur Valentine, who is authorized to commit our organization 


contractually and bind the company to the terms of our proposal. 


D. Copies of any vendor licensing agreements and/or hardware and software maintenance agreements. 


Pearson VUE has not provided any vendor licensing agreements and/or hardware and software 


maintenance agreements, as these items are not applicable to our proposal. 


E. Copies of applicable certifications and/or licenses. 


Pearson VUE has not provided any certifications or licenses, as these items are not applicable to 


our proposal. 
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State of Nevada  


 
 


Brian Sandoval 
Department of Administration Governor 
Purchasing Division  
515 E. Musser Street, Suite 300 Jeffrey Haag 
Carson City, NV  89701 Administrator 


 


SUBJECT: Amendment 1 to Request for Proposal 3253 


RFP TITLE: Professional Examination Services 


DATE OF AMENDMENT: April 28, 2016 


DATE OF RFP RELEASE: April 6, 2016 


OPENING DATE: May 12, 2016 


OPENING TIME: 2:00 PM 


CONTACT: Ronda Miller, Procurement Staff Member 


 
 
The following shall be a part of RFP 3253.  If a vendor has already returned a proposal and any of the 
information provided below changes that proposal, please submit the changes along with this 
amendment.  You need not re-submit an entire proposal prior to the opening date and time. 
 
 
1. RFP p. 29, 9.6.4. Could the Division please verify if the Part III – Confidential Financial 
 Information submission should also be placed on the Master CD? 
 
 Yes, only on the Master CD.  
 
2. RFP p. 8, 3. Scope of Work. Could the Division provide the total number of examinations 
 administered in each of the past two years, broken down by exam type? 
  
 The volume of examinations administered by exam type in 2014 and 2015: 
 


Examination Type Jan – Dec 2014 Jan – Dec 2015 
Salesperson 4,728 5,748 
Broker 955 1,146 
Property Manager 600 511 
Business Broker 53 94 
Timeshare Sales Agent 1,312 1,407 
Community Manager 142 132 
Inspector of Structures 102 99 
Appraiser 30 19 


Total Exams 7,922 9,156 
 


3. RFP p. 8, 3. Scope of Work. Could the Division please provide the pass rate for each 
 examination level for the last three years? 
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  2013  2014  2015 


  
Passed % Passed 


Total 
Exams   


Passed % Passed 
Total 


Exams  
Passed % Passed 


Total 
Exams 


Salesperson 
(National) 1575 48.73% 3232  1960 49.27% 3978  2271 45.90% 4948 
Salesperson 
(State) 1735 53.97% 3215  2135 52.77% 4046  2503 51.50% 4860 
Broker (National) 487 62.36% 781  391 44.53% 878  455 42.68% 1066 
Broker (State) 533 67.13% 794  460 68.45% 672  497 67.99% 731 


Property Manager 417 52.19% 799  327 54.50% 600  297 58.12% 511 
Business Broker 22 40.00% 55  25 47.17% 53  38 40.43% 94 
Timeshare Sales 
Agent 789 74.57% 1058  948 72.26% 1312  1115 79.25% 1407 
Community 
Manager 84 62.22% 135  82 53.95% 152  80 60.61% 132 
Master Inspector 
of Structures 2 100% 2  1 100% 1  0   0 
General Inspector 
of Structures 3 75% 4  4 66.67% 6  7 63.64% 11 
Residential 
Inspector of 
Structures 82 68.91% 119  60 63.16% 95  59 67.05% 88 
Certified 
Residential 
Appraiser (AQB) 7 38.89% 18  9 40.91% 22  2 33.33% 6 
Certified General 
Appraiser (AQB) 1 100% 1  3 60% 5  2 50% 4 
Licensed 
Residential 
Appraiser (AQB) 0 0% 1  2 66.67% 3  2 25% 8 


 
4. RFP p. 9, Chapter 645D bullet. Could the Division clarify whether there are two Inspector of 
 Structures (IOS) examination levels or three examination levels required? 
 


There are 3 levels of the Inspector of Structures (IOS) certification each of which requires 
an examination.  The Division requires the development of an examination for each 
certification level.  


 
5. RFP p. 9, 3.1.1 Job Analysis. Could the Division detail when the last job task analysis study 
 was conducted for each of the required examinations? Also, how frequently has the Division 
 held a job task analysis for its exams in the past? 
 


Salesperson and Broker:National – 2012.  New survey scheduled in July 2016.State – 2014. 
Exam review committee (ERC) job analysis and specification revisions every 2-3 years. 
 
Property Manager: 2005. ERC job analysis and specification revisions in 2008 and 


2014. 
 
Business Broker: 2006. ERC job analysis and specification revisions in2011 and 


2015. 
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Timeshare Sales Agent: 2003 and 2013.  ERC job analysis and specification revisions in 
2008. 


 
Community Manager: 2008. ERC job analysis and specification revisions in2011 and 


2014. 
 
Inspector of Structures: 2013. ERC job analysis and specification revisions in 2009. 


 
6. RFP p. 10, 3.1.6.1. The RFP indicates that the Division does not own any state-specific content. 
 Can the Division confirm whether it has any licensing rights to any test content for any of its 
 exams? If so, for what content and for which exams? Would the Division provide any licensed 
 content to a newly-awarded test vendor? If so, in what format would that content be supplied? 
 
 The Division does not have licensing rights to any test content for any of its exams. 
 
7. RFP p. 11, 3.2.2 Testing Facilities. Could the Division provide the 2014 and 2015 annual 
 candidate volumes by test center location, city, metro area, county, or other geographical 
 category? 
 
 2014 and 2015 annual candidate volumes by test center location: 
 


Exam Center 
Location 


2014 
Candidate Volume


2015 
Candidate Volume


Las Vegas 6,526 7,622
Reno 1,156 1,234
Elko 29 71
 


8. RFP p. 11, 3.2.2.2. Could the Division provide the number of accommodations that were 
 provided in each of the past two years, broken down by accommodation type? 
 


Number of 
Accommodations 


 
Types of Accommodations 


2014 
  


1 Paper and Pencil Exam 
1 Time/half 
6 Reader, time/half 
1 Bring insulin pump and glucose 


2015 
1 Large Paper/Pencil 
1 Double time, Paper/Pencil, Private Room 
4 Reader, Double time, Private Room 
6 Time/half 
2 Paper and Pencil Exam 
2 Double time, Paper/Pencil 


14 Translation dictionary, Double Time 
1 Double time 
2 Reader, time/half 


 
9. RFP p. 12, 3.2.5 Brochures. Is the Division amenable to online-only Candidate 
 Brochures/Bulletins that would be accessible on-demand via the selected vendor’s website, in 
 lieu of the selected vendor printing, storing, and distributing hard copies? 
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 The Division makes available printed copies of the candidate bulletins in informational 


kiosks at its public office location in Las Vegas for education providers, licensees and the 
general public. 


 
10. RFP p. 12, 3.2.6 Contact Number. What is the current percentage of candidates scheduling 
 exams via the web vs. the percentage of candidates scheduling exams via telephone? 


 
 Online 


Registrations 
Telephone 
Registrations 


January 2016 82.59% 17.41% 
February 2016 84.30% 15.70% 
March 2016 80.84% 19.16% 
 


11. RFP p. 13, 3.3.5 Fee Caps. We understand that the statutory maximum fee a candidate can be 
 charged is $75 for the Business Broker and Property Manager permit exams, and $100 for all 
 other examinations.  Can the Division please detail for each required examination, which 
 portion of the current candidate exam fees is retained by the Division’s current test 
 administration vendor and which portion of the fees is remitted to the Division? 
 


For all exam fees, the Division’s current test administration vendor retains $55 and the 
balance is remitted to the Division. 


 
12. RFP p. 15, 3.4.4    Live-scan Fingerprinting. Could the Division provide the total annual 
 number of live-scan fingerprints processed in 2014 and 2015 by test center location or other 
 geographical category? 
 


Number of live-scan fingerprints processed by all test center locations of the Division’s 
current testing vendor in 2014 and 2015 were:  


 
 2014 : 1,557 
 2015 : 1,546 


 
13. RFP p. 15, 3.4.4.5. We understand that the Nevada Department of Public Safety charges $38.25 
 to process live-scan electronically submitted prints. Can the Division please detail the total 
 fingerprint fee currently charged to candidates by the Division’s testing vendor and which 
 portion of the fee is retained by the vendor and which is remitted to the Department of Public 
 Safety? 
 


The fingerprint fee charged by the Division’s testing vendor is $58.25 of which the vendor 
retains $20 after remitting the Nevada Department of Public Safety charges of $38.25. 


 
14. RFP p. 32, 10.1. Can the Division provide the weighting of the evaluation criteria listed? 
 


This information remains confidential until the Notification of Award. 
 
15. Attachment D – Contract Form, p. 7, 21. State Ownership of Proprietary Information. In 
 performance of the services under any resulting contract, contractors will utilize significant 
 existing proprietary computer programs, source code, materials, test items, tests and intellectual 
 property that have been previously developed by the contractor or its 3rd party licensor 
 (“Contractor Intellectual Property”), some of which may be trade secret, copyright, patent and 
 trademark protected.  We presume the state understands contractor or its licensors will retain all 
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Tab V – Attachment B, Technical Proposal 
Certification of Compliance with Terms and 
Conditions of RFP 


A. Attachment B with an original signature by an individual authorized to bind the organization must be included in 


this tab. 


Pearson VUE has provided our completed copy of RFP Attachment B immediately following this 


page. This form has been signed by our senior vice president, professional services, Arthur 


Valentine, who is authorized to commit the organization contractually and bind the company to 


the terms of our proposal.  


B. If the exception and/or assumption require a change in the terms or wording of any section of the RFP, the contract, 


or any incorporated documents, vendors must provide the specific language that is being proposed on Attachment B. 


Pearson VUE acknowledges and accepts that if the exception and/or assumption requires a 


change in the terms or wording of any section of the RFP, the contract, or any incorporated 


documents, we must provide the specific language that is being proposed on Attachment B. 


C. Only technical exceptions and/or assumptions should be identified on Attachment B.  


Pearson VUE acknowledges and accepts that only technical exceptions and/or assumptions 


should be identified on RFP Attachment B.  


D. The State will not accept additional exceptions and/or assumptions if submitted after the proposal submission 


deadline.  If vendors do not specify any exceptions and/or assumptions in detail at time of proposal submission, the 


State will not consider any additional exceptions and/or assumptions during negotiations. 


Pearson VUE acknowledges that the State will not accept additional exceptions and/or 


assumptions if submitted after the proposal submission deadline, and that if we do not specify 


any exceptions and/or assumptions in detail at time of proposal submission, the State will not 


consider any additional exceptions and/or assumptions during negotiations.  
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Tab VI – Section 3 – Scope of Work 


3. Scope of Work   


The services solicited herein shall include development and administration of tests with both national and State 


questions, updating of examination questions to reflect changes in the law, periodic review of state and national 


questions for relevance to current law and practice, and licensure support services in compliance with the following 


laws and regulations for each respective chapter’s NRS and NAC, including but not limited to: 


• Chapter 116 (Common‐interest Communities) and 116A (Community Association Licensing) – State exam only. 


  • Community Managers (CAM). 


• Chapter 119A (Timeshare Sales Licensing) – State exam only. 


  • Timeshare Sales Agents (TSA). 


• Chapter 645 (Real Estate Licensing) – Both national and state exams, unless otherwise specified below. 


  • Brokers*. 


  • Salespersons*. 


  • Property Managers (PM) – State exam only. 


  • Business Brokers – State exam only. 


• Chapter 645C (Appraisal Licensing – 3 levels)* ‐ National exam only. 


  • State Licensed Residential Appraiser. 


  • Certified Residential Appraiser. 


  • Certified General Appraiser. 


• Chapter 645D (Inspector of Structures (IOS) Certification – 2 levels) – State exam only. 


  • Certified Residential Inspector. 


  • Certified General Inspector and Certified Master Inspector. 


* Refer to Section 3.13 Exam Certification. 


Each respective statute and regulation can be obtained via the internet at http://www.leg.state.nv.us under NRS and 


NAC, respectively. 


Under a pursuant contract, Pearson VUE will develop and administer tests with both national 


and State questions, update examination questions to reflect changes in the law, periodically 


review state and national questions for relevance to current law and practice, and provide 


required licensure support services in compliance with the following laws and regulations for 


each respective chapter’s NRS and NAC, including but not limited to: 


 Chapter 116 (Common‐interest Communities) and 116A (Community Association 


Licensing) – State exam only 


 Community Association Managers (CAM) 
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 Chapter 119A (Timeshare Sales Licensing) – State exam only 


 Timeshare Sales Agents (TSA) 


 Chapter 645 (Real Estate Licensing) – Both national and state exams, unless otherwise 


specified below 


 Brokers 


 Salespersons 


 Property Managers (PM) – State exam only 


 Business Brokers – State exam only 


 Chapter 645C (Appraisal Licensing – 3 levels) ‐ National exam only 


 State Licensed Residential Appraiser 


 Certified Residential Appraiser 


 Certified General Appraiser 


 Chapter 645D (Inspector of Structures (IOS) Certification – 3 levels per RFP Addendum 


1) – State exam only 


 Certified Residential Inspector 


 Certified General Inspector  


 Certified Master Inspector 


Test Development Overview 
Pearson VUE’s highly‐skilled content development and psychometric services teams help our 


clients create examination up to the task of awarding their most valued asset – a license. Our 


test development service offerings bring together the right expertise, state‐of‐the‐art technology, 


and a sound, proven test development process (Figure 1).  


 


 


 


 


 


 


Figure 1. Pearson VUE’s test development competitive advantage is intrinsic to our people, 
process, and tools. 
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Unparalleled Expertise and Experience 
Developing credible via computer‐based examinations requires a blending of multidisciplinary 


skills. Subject matter expertise is integral to developing valid examinations. Content 


development, psychometric, and technical expertise are also essential for creating examinations 


that are well‐crafted, valid, reliable, and that perform as intended in a computer‐based 


environment. Pearson VUE’s testing services staff excels at bringing the right mix of expertise to 


our clients’ test development projects for each regulatory state licensing examination program. 


(See Figure 2.) 


Pearson VUE’s content development and measurement services teams develop examinations that 


contain valid content, function reliably, and are representative of industry standards. At the 


executive level, the teams are led by professionals who have earned the respect of the industry, 


including Julie Miles, PhD, vice president of measurement and research, who has published 


numerous articles related to computer‐based testing and is a well‐recognized expert in the field, 


and Kellie Britten, senior director of content development, who has more than 10 years of 


content development experience in the testing industry in the regulatory, professional 


certification, and admissions markets.  


High‐quality content is an essential component of a good test, and Pearson VUE’s content 


development team is accomplished at creating and maintaining large‐scale item banks across the 


country. This team consists of senior content developers, content developers, and editorial 


Figure 2. Pearson VUE works in collaboration with our clients using a multidisciplinary 
approach to test development to create fit-for-purpose high-stakes examinations. 
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assistants with backgrounds in education, journalism, English language studies, proofreading, 


and other fields.  


Content development efforts for the Division’s program will be overseen by Kathy Kelly, director 


of content development, and directly led by the supervisor of content development, Sarah 


Wennik, and content developers Brent Reif, Thomas Mlcoch, and Brianna Gillespie, who is a 


licensed real estate agent. Ms. Wennik, Mr. Reif, Mr. Mlcoch, and Ms. Gillespie will work 


directly with the Division and approved subject matter experts (SMEs) to provide ongoing 


content development for the professional examination services program. They will be directly 


supported by Ms. Kelly, an experienced testing professional with 13 years of experience in the 


development of reliable content for large‐scale testing programs. 


Pearson VUE boasts over 20 Ph.D.‐level psychometricians with over 200 years combined 


experience. As psychometric resources are limited and highly valued within the testing industry, 


Pearson VUE’s assets in this area are significant.  


Measurement efforts for the Division’s programs will be overseen by James Ingrisone, PhD, 


manager of psychometric services, and more directly led by James Masters, PhD, senior 


psychometrician. Dr. Ingrisone and Dr. Masters will lead all measurement initiatives for the 


Nevada professional examination services program. They will monitor all item and examination 


performance on an ongoing basis to provide for the validity and reliablity of the Nevada 


examination program.  


The members of our content development and measurement services teams are able to call upon 


experience gained from assisting clients nationally with developing and delivering their high‐


stakes examinations. They utilize their collective knowledge while exercising high standards, 


making Pearson VUE an industry leader in test development. Many of the team members have 


been with Pearson VUE for a decade or longer, comprising an extremely stable and experienced 


group. 


Comprehensive and Sound Processes 
Pearson VUE’s goal is to assist the Division in developing valid, fair and reliable examinations 


that tests the knowledge required for current and competent practice. We offer a comprehensive, 


integrated test development and delivery process based upon our experience developing tests for 


a wide range of state licensing clients, including our more than 34 years of experience providing 


test development services for real estate programs. (See Figure 3)  


Figure 3. Pearson VUE’s comprehensive and integrated test development and delivery process makes 
certain that tests are fair, valid, reliable, and defensible. 
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Our comprehensive and integrated test development and delivery process is designed to provide 


tests that are fair, valid, reliable, and defensible.  


This process includes the following: 


1. Design test – The first stage in developing a valid, fair and reliable examination involves 


determining what will be assessed and how it will be assessed. We create a customized 


test blueprint that describes the specific content design of the examinations and provides 


clear communication to all stakeholders about the content of the examination. Under a 


pursuant contract, we will regularly review and, as necessary, update the test blueprint 


for each required Nevada professional examination in coordination with the Division 


and approved SMEs. 


2. Develop content – Good content is an essential component for a valid and defensible 


examination. Pearson VUE’s content development team is skilled at all phases of 


content development for a variety of types of regulatory examinations. We have assisted 


clients nationally in developing content for their examinations. The type and level of 


support we provide to clients in creating their test content is flexible, dependent upon the 


client’s existing resources and specific needs.  


3. Build tests – This step refers to the process by which Pearson VUE creates an exam file 


and makes it available for scheduling and delivery in the Pearson VUE testing system. 


This critical process includes designing the structure of the exam according to the 


Division’s business rules, assembling all exam components into deliverable exam files, 


and preparing exam material for final publication.   


4. Publish tests – Pearson VUE’s content developers and psychometricians work closely 


with our publishing services team to make certain our clients’ examinations perform as 


they are intended to perform. Pearson VUE will maintain rigorous quality assurance 


processes to make certain that Nevada real estate examinations are implemented 


according to the Division’s requirements. Quality assurance actually starts at the 


beginning of the exam development process, when Pearson VUE gathers the information 


it needs to make sure that the content developers create exams that match the client’s 


expectations. We refer the Division to our response under “Test Publishing Quality 


Control” beginning on page 43 for additional details regarding the publishing services 


quality assurance process. 


5. Deliver tests – One competitive advantage of Pearson VUE is that we offer an end‐to‐


end solution for developing and delivering the Division’s examinations utilizing a fully 


integrated testing platform. Therefore, we provide a seamless transition through the 


developing, publishing, and delivery phases of the examination process. 
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6. Evaluate results – Pearson VUE’s psychometricians are responsible for the overall 


soundness of examinations. These experts continually review the performance of 


examinations and items, including regular review of pass/fail rates and item statistics. 


Our psychometricians will also carry out standard setting exercises to assist the 


Division in establishing a cut score/pass level for the examinations. 


7. Update and feedback – Test development is a dynamic process and Pearson VUE is 


committed to continuous quality improvement. Our content developers and 


psychometricians work closely together to make certain that information gathered 


throughout the exam development lifecycle is used in future development efforts. 


Robust, Efficient Tools 
For the Division’s examinations, Pearson VUE will host and use its proprietary content 


management system to securely store the items and maintain item pools. The content 


management system will assist our testing services staff in managing the state agency’s 


examination programs in the most efficient and reliable manner possible, while building and 


maintaining robust and secure item pools.  


Pearson VUE’s automated test assembly (ATA) 


engine represents our continuing commitment to 


blend the latest in technology with expert content 


development knowledge to meet the unique needs 


of each of our clients. These tools were developed 


by and are used by our testing services staff to 


efficiently implement our clients’ examination 


programs while maintaining best practice. The 


ATA engine enables test forms to be constructed 


quickly and efficiently to meet numerous content and statistical constraints. From a 


psychometric perspective, the ATA process makes it possible to quickly build test forms that 


simultaneously balance many relevant test attributes. Tools like the ATA engine were developed 


and are used by our testing services staff to efficiently implement our clients’ examination 


programs while maintaining test development best practices. 


It is important to note, however, that Pearson VUE does not rely solely on automated systems to 


develop its exams. While we are definitely invested in automating certain parts of the test 


development process to easily develop and update exams on behalf of our clients, these systems 


are not replacements for trained professionals. Pearson VUE uses automated software together 


with the judgment of our content developers and psychometricians to make certain that our 


clients’ examinations meet the optimal psychometric standards. Our test development solutions 


Unlike other vendors, 
Pearson VUE blends both 
the latest in technology 
with the best human 
expertise for a reliable 
test assembly process.  
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bring together state‐of‐the‐art tools with highly trained professionals so that our clients receive 


services of the highest standard. 


Ongoing Research, Investment, and Innovation 
Pearson VUE has an ongoing commitment to best practices in test development. To this end, we 


actively support and invest in research and innovation. Our psychometricians and testing 


experts routinely present at national and international conferences and publish in peer‐reviewed 


journals.  


As evidence of Pearson VUE’s support of research, we have two Senior Research Scientists on 


staff whose responsibilities include providing leadership for conducting research and keeping at 


the forefront of best practices. These positions are held by Kirk Becker, PhD, and Kathleen 


Gialluca, PhD, who are both highly respected psychometricians in the testing industry. Dr. 


Becker’s areas of research include automated item generation, test development applications for 


natural language processing (NLP), and innovative items. Dr. Gialluca’s areas of expertise 


include the application of and psychometric analysis for computerized adaptive testing (CAT) 


and linear‐on‐the‐fly testing (LOFT), and forensic analysis of examination data.  


Dr. Becker and Dr. Gialluca are dedicated full‐time to conducting research, staying up on the 


latest industry research studies, and helping our clients think through interesting ideas and 


problems. It is an approach that is unique to Pearson VUE in the CBT industry, and one that has 


proven highly effective for helping our clients implement the right measurement solutions for 


their needs. 


3.1 Exam Development 


3.1.1 Job Analysis:  


3.1.1.1 Proposals must provide for a job analysis study of the licensees outlined above in the State of Nevada and the 


procedures to be used to develop content specifications based on the results of the analysis for the state portion of the 


examinations only.  Proposals must include a detailed method of conducting the surveys, along with a timeline for 


implementation prior to the first test administration. 


Below, Pearson VUE has detailed both our completed and projected job analysis studies 


performed for the aforementioned required licenses in the State of Nevada. We have also outlined 


our procedures to develop content specifications, based on analysis results, for the Nevada state 


portions of its examinations. Further, we have detailed our method of conducting the surveys, 


along with a timeline for implementation prior to the first test administration for the Division. 


National Real Estate Examination Job Analysis 
For each of the Division’s national real estate examination components – broker and salesperson 


– Pearson VUE will furnish our national examinations based on our most recent national real 
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estate job analysis. Job analyses for Pearson VUE’s real estate salesperson and broker 


examinations were conducted by Pearson VUE in 2013 and involved a comprehensive and 


detailed review of job responsibilities, tasks, and knowledge for the real estate profession. The 


end result of these job analyses were two separate blueprints for the sales and brokers 


professions in the field of real estate.  


Pearson VUE’s 2013 job analysis utilized a combination of expert SME meetings and a survey of 


real estate salespersons and brokers.  


In addition to following best practices, our goal of performing the job analysis was to make 


certain that our examinations assess entry‐level knowledge that is: 


 Required in the current practice of the profession 


 Focused on competent performance for public protection 


 Applicable across all jurisdictions 


Pearson VUE’s job analysis methodology focuses on specific tasks and related knowledge areas 


that provide the foundation for competent entry‐level practice in the real estate profession.  


The major steps included in the 2013 job analysis were as follows: 


 Expert panel meeting (survey development) 


 Survey pilot 


 Survey administration 


 Expert panel meeting (content specification development) 


The following is a high‐level description of the activities that took place during the 2013 real 


estate job analysis process: 


 Gather and review reference materials that are current and relevant to each profession 


within the field of real estate 


 Establish a subject matter expert committee to participate in an expert panel meeting to 


review responsibilities, tasks, and knowledge for salespersons and brokers 


 Facilitate an expert panel meeting to draft an initial list of major responsibilities, tasks, 


and knowledge needed for each job role  


 Refine and revise the initial list and review the current content outline to determine if all 


relevant responsibilities, tasks, and knowledge are represented for each job role 


 Use the information gathered to construct a wide‐reaching survey in order to validate 


the work of the expert panels 
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 Collect and analyze survey data to develop possible configurations for the new test 


blueprints 


 Present survey results including demographic information, survey task and knowledge 


ratings, and ranking of major responsibilities to SMEs during the test specifications 


meetings 


 Facilitate discussion to determine the content and weighting for each domain (in terms 


of percentage of items) for the final examination specifications 


Pearson VUE’s job analysis process is based on best practices and adheres to test development 


standards in order to create examinations that: 


 Test knowledge and skills that are required in the current practice of the profession 


 Are essential to competent performance for public protection 


 Are reliable in measuring entry‐level competency 


Pearson VUE’s national real estate examinations derive their validity from a comprehensive and 


detailed analysis of the specific activities performed by real estate professionals. In this era of 


increasing national initiatives that deal with uniformity and reciprocity, a national real estate 


job analysis is essential to the development of national real estate examinations. Pearson VUE 


is committed to following this process as it revises and validates its national examinations. 


Pearson VUE’s experienced testing professionals work with a broad range of subject matter 


experts (SMEs), eliciting their input and guidance throughout this process. The group of SMEs 


involved in this project included real estate educators, real estate attorneys, and experienced real 


estate salespersons and brokers, representing a range of professional perspectives. This depth and 


range of industry experience and knowledge in the SME group is the key to developing valid, job‐


related licensure examinations. 


Expert panelists were chosen to participate based on their years of experience and knowledge of 


the content areas. Both the salesperson and broker panels reflect the diversity of real estate 


professionals, including representation from various organizations, organization types, and 


geographical locations. The committees included experienced industry practitioners who have 


been practicing as a licensee in the field for at least 10 years, knowledgeable regulators who are 


familiar with the regulation of practice covered by the exams, attorney regulators with relevant 


expertise, and an education director with 37 years of experience in teaching and developing pre‐


licensing courses that are relevant to the exam.  


The SMEs and the jurisdictions that they represented are listed below: 
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National Real Estate Committee Members 


Arizona 
Lynn Sperry, Corporate Educator & 
Branch Manager, West USA Realty 


California  
Bob Bader, Special Investigator, 
California Department of Real Estate 


Connecticut 
Judith Johannsen, Assistant 
Counsel, Connecticut Association of 
Realtors, Inc. 


District of Columbia  
Alton "Tony" Duncanson, Realtor 
Associate, Long and Foster Real 
Estate Inc. 


Florida  
Stephen Mettling, Director of 
Education, Real Estate Express 


Hawaii  
Calvin Kimura, Consultant/Real 
Estate Broker 


Idaho  
Jeanne Jackson-Heim, Executive 
Director, Idaho Real Estate 
Commission 


MiChell Bird, Education & Licensing 
Director, Idaho Real Estate 
Commission 


Maryland 
Craig Harshman, President / Broker, 
Hagerstown Management Corp 


Syd Machat, Consultant / Real Estate 
Broker 


Anne Cooke, Realtor, Coldwell Banker 
Residential Brokerage 


Massachusetts  
Joseph Autilio, Executive Director, 
Massachusetts Real Estate Board 


Missouri  
Jeff Parker, Managing Broker, 
Murney Associates 


Oklahoma 
Patricia Wheeler, Director of 
Education, Records and Licensing, 
Oklahoma Real Estate Commission 


Oregon 
Stacey Harrison, Education Division 
Manager, Oregon Real Estate Agency 


Texas 
Bill Jones, Commissioner, Texas 
Real Estate Commission 


 
 


In April 2013, Pearson VUE staff reclassified all items in the bank based on the new content 


outlines generated from the August 2012 and February 2013 Content Specification Meetings, then 


facilitated item writing and review meetings. Sixteen SMEs from across the country verified 


classifications and validated all approved and pretest items in the national item banks. 


Additional webinars were held to validate approved items ahead of time and allow the in‐


person time with SMEs to be spent on revising items and writing new content. In the salesperson 


meetings, the group validated several hundred approved items and created new items for 


pretesting. The broker group validated several hundred approved items and created new items for 


pretesting. Two different groups of SMEs were selected to provide additional state 


representation and offer extensive expertise in the examination content areas for which each 


person wrote and reviewed items. 
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The salesperson SME group for the content review meetings included the following: 


National Salesperson Content Review Committee Members 


Alaska 


Traci Barickman, Broker, 


RE/MAX & Educator, Alaska 


Real Estate Education 


Arizona 


Duane Fouts, Broker, HomeSmart Real 


Estate 


Delaware 


Andy Taylor, JD, Director, Cooch 


and Taylor & Lawyer 


District of Columbia/Maryland 


Alton "Tony" Duncanson, Realtor 


Associate, Long and Foster Real Estate 


Inc. 


Idaho 


MiChell Bird, Education & 


Licensing Director, Idaho Real 


Estate Commission 


Massachusetts 


Ann Barry, JD, Associate Executive 


Director, Massachusetts Real Estate 


Board & Lawyer 


Oregon 


Stacey Harrison, Education 


Division Manager, Oregon Real 


Estate Agency 


Pennsylvania 


Sandy Balaban, Broker, Long and Foster 


Realty 


Utah 


Mark Fagergren, Licensing & 


Education Director, Utah 


Division of Real Estate 


 


 


 


The broker SME group for the content review meetings included the following: 


National Broker Content Review Committee Members 


Arizona 


Lisa Suarez, Designated Broker, 


EMS Realty, Inc. 


Colorado 


Eric Turner, Education Officer, 


Colorado Division of Real Estate 


District of Columbia/Maryland 


Bill Singer, Partner, Kenwood 


Management Company 


Idaho 


Jeanne Jackson-Heim, Executive 


Director, Idaho Real Estate 


Commission 
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National Broker Content Review Committee Members 


Indiana  


Tim Reed, Broker, Indiana Real 


Estate Commission 


Pennsylvania 


Milford Balaban, Associate Broker, 


Long and Foster Realty 


Rhode Island 


Bruce Allen, Principal Broker, 


RE/MAX Professionals of Newport 


Wisconsin 


Anne Blood, JD, Program Director, 


Madison Area Technical College & 


Lawyer 


Our current national broker and salesperson examination portions are based on our 2013 


national real estate job analysis study and are actively being offered to Pearson VUE real estate 


testing clients. Upon contract award, Pearson VUE stands ready to immediately implement our 


national broker and salesperson examination portions for the Division’s program, well in 


advance of the projected first test administration on January 1, 2017. 


For the Division’s reference, Pearson VUE has provided our 2013 national real estate job 


analysis technical report within Appendix A behind Tab IX of our proposal. Further, a copy of 


our ARELLO certification letter, indicating the accreditation of our national real estate 


examinations, has been provided within Appendix B behind Tab IX of our proposal. 


National Appraiser Examination Job Analysis 
For each of the required national appraiser examinations – State Licensed Residential Appraiser, 


Certified Residential Appraiser, and Certified General Appraiser – as required by RFP 


requirement 3.1.3, Pearson VUE will administer the National Uniform Examinations developed 


by the Appraiser Qualifications Board (AQB). Job analyses for these examinations were 


conducted by the AQB and its testing subcontractor. 


As an approved vendor, Pearson VUE publishes and administers the national appraiser exams 


sponsored by the AQB. The AQB, through a subcontractor, currently creates the exam and 


delivers the test content and scoring elements to Pearson VUE via secure electronic transfer.  


Pearson VUE follows the specifications of the exam builds as determined by the AQB for the 


appropriate development and classification of test questions. Each test form is thoroughly 


checked through Pearson VUE’s quality control procedures by our content development and 


publishing services teams. The forms are verified against our quality assurance standards in the 


same testing environment that the candidate experiences. Once the test build passes the quality 


control procedures and quality assurance standards, the test is released to the testing centers for 


candidate use. 
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Upon contract award, Pearson VUE stands ready to immediately implement the National 


Uniform Examinations developed by the AQB for the Division’s program, well in advance of the 


projected first test administration on January 1, 2017. 


Pearson VUE has provided a letter from the AQB in Appendix C as evidence of our status as an 


approved provider for the AQB national appraiser examinations.  


State-Specific Examinations Job Analyses 
For each of the state‐specific examinations or examination components – Community 


Association Managers (CAM), Timeshare Sales Agents (TSA), Brokers, Salespersons, Property 


Managers (PM), Business Brokers, Certified Residential Inspector, Certified General Inspector, 


and Certified Master Inspector – Pearson VUE’s content development and psychometric services 


teams will begin activities for a series of successive focus group job analyses in the several 


months leading up to program launch. With the SME focus group method, a survey is still 


generated, with the focus group discussing each of the items on the survey and responding as a 


group to the survey. Pearson VUE will convene a series of concurrent SME meetings to discuss 


each of the survey tasks as to its importance and frequency on the job. Pearson VUE staff will 


work with industry SMEs to craft valid and reliable content outlines. The function of each SME 


committee is to provide industry‐specific knowledge necessary for developing, reviewing, and 


revising appropriate examination content. Pearson VUE will facilitate these focus group 


meetings either virtually (conferencing in all participants via web‐enabled technology) and/or 


in‐person to review Nevada‐specific laws, regulations, and practices relating to the respective 


professions.  


With Division staff and SME input, Pearson VUE’s testing services team will analyze data 


gathered from the job analysis process and will use that data to revise and/or update the existing 


domains, tasks, and exam blueprints. Pearson VUE staff works with SMEs to craft valid and 


reliable content outlines and examination items that address the entry‐level licensure 


requirements. 


Given the Division’s anticipated contract award, Pearson VUE anticipates initiating the above 


state‐specific job analysis studies in June 2016 and completing all state‐specific test 


development activities by August 2016, well in advance of the projected first test administration 


on January 1, 2017. 


For a more detailed state‐specific test development implementation timeline, and additional 


detail on the state‐specific job analysis process and development of state‐specific content 


specifications, please see our proposal response to RFP requirement 3.1.1.2, below. 







 


 


 


Pearson VUE Proposal Response to RFP 3253    Page 24 


Professional Examination Services        May 12, 2016 


3.1.1.2  The vendor must provide a detailed explanation of the job analysis study of the licenses outlined in this RFP 


for the State of Nevada and the procedures to be used to develop content specifications based on the results of the 


analysis for the state portion of the examinations only.  Proposals must include a detailed method of conducting the 


surveys, along with a timeline for implementation prior to first test administration. 


Below, Pearson VUE has detailed our processes for the job analysis study of the licenses outlined 


in RFP 3253 for the State of Nevada, and our content specifications development procedures 


based on the results of the analysis for the state portion of the examinations only. Our 


description includes a detailed method of conducting the surveys, along with a timeline for 


implementation prior to first test administration. 


Upon contract award, Pearson VUE will identify SMEs for ongoing content development for 


each of the Division’s state‐specific examinations. The function of each SME committee is to 


provide the industry‐specific knowledge necessary for developing, reviewing, and revising 


appropriate examination content. We have experience in working with SMEs from across the 


country. If the Division does not desire to participate in this process, Pearson VUE will identify 


and locate SMEs. Alternately, if the Division desires more direct involvement in the SME 


identification process, Pearson VUE will gladly welcome participation from the Division and 


leverage any existing SME relationships. 


Pearson VUE recommends conducting a series of concurrent SME focus group job analyses in 


place of the traditional task survey method. With the SME focus group method, a survey is still 


generated, with the focus group discussing each of the items on the survey and responding as a 


group to the survey. This method depends on careful selection of a group of practitioners that is 


representative of the entire population of SMEs. Pearson VUE will convene a meeting of these 


SMEs to discuss each of the survey tasks as to its importance and frequency on the job. The 


length of the focus group session would depend on the extent of the defined knowledge 


statements the Division has prepared at the outset of this process.  


As required, the focus group will review all relevant prescribed laws and regulations, including 


but not limited to, each of the following respective chapter’s NRS and NAC, for which content 


will be based: 


 Chapter 116 (Common‐interest Communities) and 116A (Community Association 


Licensing)  


 Chapter 119A (Timeshare Sales Licensing)  


 Chapter 645 (Real Estate Licensing)  


 Chapter 645D (Inspector of Structures (IOS) Certification  


Following is a high‐level list of the steps Pearson VUE will takes to accomplish an effective job 


analysis: 
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 Industry expert (SME) review of current test blueprints, tasks, and Nevada law 


surrounding role‐specific practice (e.g., broker, salesperson, time share agent, etc.)  


 Creation of a comprehensive role delineation survey 


 Focus group discussion and response to the survey 


 Pearson VUE analysis of the survey results and completion of the knowledge weightings 


 Committee (SME) review of the survey results, approval of the weightings and 


recommendations for the final content outline 


The inclusion of industry SMEs is important in order to tap the knowledge currently required by 


professional activities. SME participants for the focus group will be invited from all applicable 


jurisdictions in order to verify that the examination is a valid representation of the entire State 


of Nevada. 


State-Specific Real Estate Content Specifications 
Pearson VUE’s testing services team will analyze data gathered from the job analysis process 


and will use that data to revise and/or update each respective state‐specific content outline, or 


test blueprint, as necessary. This blueprint will dictate the content of the Nevada‐specific 


examinations, which in turn closely links industry practice to exam content. The content outline 


will be subject to SME review and Division approval. Pearson VUE staff works with SMEs to 


craft valid and reliable content outlines and examination items that address the entry‐level 


licensure requirements. We have experience in working with real estate and other professional 


SMEs from across the country. The SME committee’s function is to provide the industry‐specific 


knowledge necessary for developing, reviewing, and revising appropriate examination content. 


Pearson VUE will facilitate regularly scheduled examination review meetings in Nevada. At 


these meetings, Pearson VUE will work with Division staff and Division‐appointed SMEs to 


discuss any changes in state laws, regulations, and unique practices for real estate (which 


provide content validity for the state portion of the examination). If deemed necessary, changes 


will be made to the content outlines that specify the areas to be tested on the state‐specific 


examinations. Any necessary changes will also be made to items, and new items will be reviewed 


for inclusion in the examination item bank to maintain good representation in all content areas. 


Such a review is the equivalent of an ongoing “state‐specific job analysis” supporting the 


Nevada‐specific examinations. 
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Implementation Timeline 
In shown in more detail in our preliminary project plan submitted in Appendix D behind Tab IX 


of this proposal, Pearson VUE anticipates the following timeline for all state‐specific test 


development prior to the first test administration:  


Test Development Tasks Estimated Timeline 


Conduct item review meetings with SMEs 7/1/2016 


Edit items in content management tool per feedback from SME 


meetings 


7/8/2016 


Revise content outlines per item review meetings 7/13/2016 


Obtain the Division's approval of content outlines  7/15/2016 


Conduct a cut score study meeting 7/29/2016 


Obtain Division approval for recommended cut scores 8/3/2016 


Publish exams to Pearson VUE hub 9/19/2016 – 


10/11/2016 


Given the above timeline, Pearson VUE anticipates completing all state‐specific test 


development activities well in advance of the projected first test administration on January 1, 


2017. 


3.1.1.3 Vendor will be required to develop separate exam forms in multiple choice and electronic format for all of the 


licenses outlined above, which shall include a separate section on Nevada laws, rules and other topics as determined by 


the Division, as well as a separate section on general national items, where applicable.  A description of the initial 


implementation of the exam forms must be given, along with a suggested exam form replacement schedule during the 


contract period.  The proposal must include a description of the proposed procedures for pre‐testing, exam question 


review, and exam form updates.  Procedures should ensure, in a manner consistent with accepted exam construction 


standards, that all items are reviewed for appropriateness for use in the assessment of competency of each entry level 


license, certificate and permit‐holder. 


As detailed below, Pearson VUE will develop separate exam forms in multiple choice and 


electronic format for all of the aforementioned licenses outlined, which will include a separate 


section on Nevada laws, rules and other topics as determined by the Division, as well as a 


separate section on general national items, where applicable. We have additionally provided a 


description of the initial implementation of the exam forms, along with a suggested exam form 
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replacement schedule during the contract period. Further, we have detailed below our proposed 


procedures for pretesting, exam question review, and exam form updates. As the Division will 


note, Pearson VUE’s procedures will make sure, in a manner consistent with accepted exam 


construction standards, that all items are reviewed for appropriateness for use in the assessment 


of competency of each entry level license, certificate, and permit‐holder. 


Electronic Exam Format 
For computer‐based administration of the Nevada real estate, appraiser, and other professional 


examinations, Pearson VUE will deliver the examinations via the Pearson VUE Test Delivery 


System using the industry’s most advanced, secure, and reliable testing technology. Offering the 


highest level of security, this configuration provides for a monitored testing center environment 


with encrypted data transmission, critical for high‐stakes examinations. The examinations will 


be encrypted and stored on a secure hub system at Pearson VUE. A few days before the exam 


appointment, our software prepares the exam for delivery. Pearson VUE verifies the correct exam 


file, creates a local results directory for the candidate, and marks the exam as ready for delivery. 


The Pearson VUE software at the testing center connects to our hub system several times a day. 


At each connection, it replicates registrations for that site to a local database.  


The Delivery Manager software, running on each test delivery workstation, displays the 


candidate’s registration, so the administrator and candidate can both verify that the correct 


exam is being launched. The Delivery Manager software then locks down the desktop, shuts 


down any other applications that should not be running, and passes control to the test driver at 


the test center. The test driver selects and sequences items, displays them to the candidate, scores 


the exam, and prints a score report. Along the way, it writes a results file after every item, so the 


candidate can be restarted where he or she left off in the unlikely event that the testing 


workstation has a problem.  


Each time our software connects to the hub, we return any completed results files. A hub process 


watches for new results that come back. Each result is converted to a standard internal format 


and then archived. A few key data elements such as the score and the pass/fail grade are stored in 


the database for reporting purposes. The results file is then formatted into one or more data feeds 


to meet the specific needs of the client. 


The Pearson VUE Test Driver 


Once the exams are published, our test driver software is used to present test items to 


candidates. The test driver is the central component of test delivery technology. The 


Pearson VUE test driver assists candidates as they navigate through the examination. 


Candidates can mark a question for review, move forward or backward one question at a time, 


or move to a specific question. The summary screen, accessible at any time during the exam, 
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reports to the candidate those questions that he or she has answered, unanswered, and/or 


skipped. The candidate can also see the time remaining, if desired. If needed, Pearson VUE can 


also embed a calculator in the examination. A feature critical to ease‐of‐use is the consistency of 


each screen. Several navigational buttons (“Next,” “Previous,” “Mark,” “Help,” etc.) are located 


in the same position throughout the test.  


To introduce the mechanics of computer‐based testing to Nevada real estate, appraiser, and other 


professional examination candidates on exam day, Pearson VUE will provide an automated 


examination tutorial at the beginning of each CBT examination. Before a candidate begins the 


test, the tutorial allows candidates to become comfortable with the system layout. Candidates 


are able to use the tutorial to become familiar with exam functionality by navigating through 


the system to answer a series of practice questions. 


Pearson VUE typically includes a candidate survey at the end of the exam, and uses obtained 


feedback to constantly increase our customer service to candidates. Pearson VUE can also 


include a Division‐specific survey and provide the results back to the Division. A sample 


candidate exit survey report has been provided within Appendix E behind Tab IX. 


Multiple Choice Exam Format 
Pearson VUE will present all Nevada professional licensing examination questions in multiple 


choice format. Pearson VUE’s primary item type is the single or multiple response, multiple‐


choice item. (See Figure 4.) 


This item type can be presented in several ways: 


 Standard Item Presentation: A stem and multiple response options are presented, with 


each item containing only one clear correct answer.  


 Split‐Screen Items: Pearson VUE’s test delivery system allows for several presentation 


styles of the standard multiple‐choice item. By using a split screen, a scenario relating to 


professional practice, or a graphic interpretation of such, is presented on one half of the 


screen, with an item, or a series of items, relating to the former presented on the other 


half of the screen The screen may be split horizontally or vertically, and the candidate 


has the ability to manipulate the size of each half of the screen for optimum viewing. In 


this way, Pearson VUE offers an alternative to simple recall items, as the candidates are 


required to apply the information supplied in the scenario or graphic in order to answer 


the related item. 
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 Exhibits: Pearson VUE also offers another item enhancement option by which additional 


item information may be provided to the candidate. By using the exhibit feature in our 


test delivery system, we are able to provide graphics, additional text, or a simple 


function calculator to a candidate via an applet window. When a candidate clicks on the 


“exhibit” button in our test delivery system, a separate popup window containing one of 


these pieces of information appears to the candidate. An exhibit screen may be opened or 


closed at the candidate’s discretion. For the greater part of our current regulatory 


examination clients, this feature is used to provide the online calculator to those 


jurisdictions that allow or require such. 


Figure 4. Pearson VUE’s primary item type – the single response, multiple-choice item – is depicted 
above as a standard four-option item type (top) and with a calculator exhibit enabled (bottom) 
. 
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Content Management Tool 
Pearson VUE’s proprietary item banking tool is used to accurately and securely maintain 


examinations and examination items. It offers high‐performance project management controls, 


robust item banking support, complete editing functionality, and single‐source publishing 


capabilities. It also controls publication status for quality‐assurance, production, and archived 


versions of tests. Test content created and imported into the content management system can be 


revised, edited, associated with supporting elements and statistical histories, or otherwise 


prepared for test delivery.  


Our proprietary content management system will be used to organize the work surrounding the 


development of testing content and to develop and maintain examinations for Nevada programs. 


Using the Internet, the Pearson VUE test delivery system securely delivers tests published from 


the content management system. Pearson VUE makes significant investments in research and 


development so that our clients benefit from the latest technological advancements. The proof of 


this commitment is in the numbers: Pearson VUE delivered over 14 million exams in 2015. 


Access is assigned from within the proprietary content management system application for 


specific access to items, tests, and classifications within an item bank. Access is given to only 


those individuals whose job functions directly relate to item development, production, and 


evaluation of examination materials. The testing services staff member’s computer initiates data 


exchanges with Pearson VUE’s data servers. Communication with testing services staff 


computers are never initiated from the server side at Pearson VUE. 


The Division can expect to see Pearson VUE content developers use our proprietary content 


management tool to conduct online, real‐time test development meetings and to securely view, 


edit, and store items, along with their associated classifications and statistics. Pearson VUE 


staff will facilitate all aspects of the Division’s test development activities and will assume all 


costs.  


Our proprietary content management tool enables Pearson VUE to: 


 Author, store, and publish computer‐based tests with online item authoring and test 


publishing 


 Store items with complete associated metadata  


 Maintain quality assurance  


 Archive test versions 
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New Item Development  
For new item development, Pearson VUE will follow its proven content development process to 


produce items for the Division’s program that test the minimum level of competency for an 


entry‐level practitioner, are clearly stated, and are presented in an optimal format. Experienced 


professionals within our testing services department will be responsible for facilitating the 


development of real estate and other required professional license examination questions for the 


Division’s program.  


Further, the Division will work with Pearson VUE consultants such as Syd Machat, member 


emeritus and past president of ARELLO® and real estate broker with over 40 years of industry 


experience. Mr. Machat’s knowledge of real estate testing and licensing regulatory practices adds 


tremendous value for the Division. Mr. Machat will work with our content development staff to 


assist with identifying real estate licensure regulation changes and trends, service enhancements, 


and business process improvements to the benefit of the Division and your constituents. Mr. 


Machat’s presence will allow him to effectively monitor Nevada real estate regulatory activity 


with our content development staff. 


For the Division’s review, we have provided our item writing guide within Appendix F behind 


Tab IX. 


If Division‐specific items are developed for the Division’s contract, then they will become the 


property of the Division. Pearson VUE will be the exclusive owner of existing test items provided 


or derived from its general and state item banks (“seed items”). Notwithstanding anything 


contained herein, Pearson VUE will retain ownership of the root items. The Division and 


Pearson VUE will license any additional items as appropriate in the forthcoming contract.   


Validity 
The validity of our real estate and other professional examinations is established by closely 


linking content on the job with the content of the test. Participation of SME practitioners and 


educators, representing a range of professional perspectives, is the key to developing valid, job‐


related credentialing examinations.  


Pearson VUE’s psychometricians and content experts create valid examinations by first 


conducting a thorough job analysis to delineate the knowledge, skills, and abilities that are 


critical to safe professional practice. Relevant sources of regulations and job‐specific knowledge 


and practices are reviewed both by knowledgeable SMEs and by experienced content developers. 


This information is then used to develop an exam blueprint that clearly delineates the content 


areas that must be represented on the exam, along with their relative weights and other critical 


aspects of exam structure and delivery (exam length, exam time, the nature and types of scores 
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produced, etc.). Pearson VUE then hosts item development workshops in which experienced and 


knowledgeable SMEs write and/or review items targeted to exam blueprint categories. 


The result of these efforts are examinations that test the knowledge required in the current 


practice of the profession, are essential to competent performance for public protection, and are 


applicable across all relevant jurisdictions. 


Candidates who pass our examinations can be said to have achieved the minimal standard set 


by the given regulatory body. Passing candidates have the knowledge necessary to perform the 


job, and the consumer is better protected and served because the candidate has met the standard 


established by the regulatory body. 


Fairness 
Pearson VUE is committed to producing tests that acknowledge the multicultural nature of 


examinees. To make sure that examination items are developed with fairness and sensitivity to 


all possible test takers, Pearson VUE’s psychometricians and content experts have developed a 


set of guidelines to be followed by Subject Matter Experts (SMEs). These guidelines are intended 


to be used when reviewing test questions to promote quality and fairness for diverse test taker 


populations.  


The guidelines emphasize cultural sensitivity and international appropriateness, as well as 


industry standard best practices: 


 Items should not assume or suggest that a test taker is of a certain nationality or is a 


member of a certain ethnic or cultural group or social class, has a certain religion (or 


none), is a certain sex, or has a certain sexual orientation. 


 Items should not disadvantage certain groups of test takers by using words or references 


that are clearly more familiar to members of a particular gender, ethnic group, social 


class, nationality, religion, or geographic group, or that have different meanings for 


members of those different groups. 


 Items should be factually accurate if referring to population groups or members of those 


groups. They should avoid positive and negative stereotypes that may evoke negative 


feelings among members of population groups including, but not limited to, members of a 


particular gender, ethnic group, social class, nationality, or geographic group, and people 


with disabilities. 


 Items should not contain controversial or provocative material or issues presented in 


such a way that they might evoke in some test takers an emotional response that would 


unfairly interfere with their being able to answer the item.  
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 Items should not refer to subgroups using terms that may be regarded by members of that 


group as unacceptable, inappropriate, or offensive. Adjectives describing groups should 


not be used as nouns referring to a person or persons.  


 Items should not contain material that is offensive to subgroups of the test‐taker 


population.  


 Individuals should not be unnecessarily or gratuitously described or referred to by 


physical or personality attributes or characteristics related to stereotypes.  


 Items should not take a patronizing or insulting tone toward individuals or subgroups. 


 Gender‐modified titles of descriptions such as “woman judge” and “male nurse” are not 


acceptable. Female gender and diminutive word forms are also not acceptable (e.g., 


actress, poetess, usherette). Items should not be written in a way that assumes that 


women are not usually part of the actions (e.g. “the early settlers and their wives”). 


Readability 
Items are written to be clear, concise, and free of bias according to Standard 7.7 from the 


Standard for Educational and Psychological Testing, which states that, “In testing applications 


where the level of linguistic or reading ability is not part of the construct of interest, the 


linguistic or reading demands of the test should be kept to the minimum necessary for the valid 


assessment of the intended construct.” 


Consistent with this approach, Pearson VUE content developers will develop examinations that 


are at the applicable reading level commensurate for the educational requirements for the 


particular occupation. While all standard readability formulae rely largely on word count and 


numbers of sentences per passage, many additional factors are actually involved in determining 


readability, including personal references, density of facts, and interrelationship of ideas. 


Pearson VUE’s content developers have specific background and training in the analysis of these 


influences, and are adept at presenting items in a readable, clear, and unambiguous manner. 


Because an accurate measure of readability is difficult for any specialized exam where industry‐


specific terminology is used, Pearson VUE does not typically report readability. Our 


psychometric team continually analyzes items for difficulty (p‐value), discrimination, distracter 


effectiveness, and percent omits to determine problematic items. 


Pretesting Process 
As new items are developed in conjunction with Division‐approved SMEs, Pearson VUE will 


include those items within the Nevada professional examinations as pretest items. These items 


will appear to the candidate during the examination as would all other items but will not count 
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toward the candidate’s score until sufficient operational statistics for each item have been 


successfully obtained. 


Pearson VUE implements a “pooled pretesting” method that allows more than just a fixed 


number of pretest items per form to go through the pretesting process during routine test 


administration. (See Figure 5.) A pooled pretest model will be especially beneficial to the 


Division with sufficient test volume. This pretesting strategy will allow for new items to be 


introduced more frequently and will facilitate a more rapid growth of the Division’s item banks. 


 


 


 


 


 


 


 


 


 


 


 


 


Pearson VUE uses pooled pretesting to maximize the number of pretest items that can be 


administered at a time. During test administration, each test taker receives the same number of 


pretest items as indicated in test specification, but these items are randomly selected as a 


different set drawn from a large pretest pool. The size of the pretest pool will be estimated on the 


basis of candidate volumes for each exam level. It allows more items to be pretested by placing 


an appropriate number of available pretest items into a pool to get sufficient candidate 


responses. As each candidate is administered with a unique set of pretest items, exposure of 


items will be controlled and test security will be enhanced. Once performance data is collected 


on the pretest items, they are evaluated for operational use. 


By administering randomized test forms with pooled pretesting, the optimal mix of sound test 


construction and test security is provided. Each Nevada real estate or professional candidate 


Figure 5. Pooled pretesting enables more items to be pretested by placing all available pretest items 
into a pool from which each form can dynamically and randomly pull. 
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will receive a carefully crafted, balanced test form including a randomly selected set of pretest 


items. All items will be administered in randomized order. As a result, each candidate will 


receive a unique ordering of test questions or an “individualized test form”. The portion of the 


test that contributes to the candidate’s score will be carefully controlled and psychometrically 


sound, and at the same time, Nevada professional candidates will receive a random set of pretest 


items from a larger group of available pretest items. This provides maximum reliability and 


validity while allowing the overall item bank to be expanded and deepened as quickly as 


possible, as the maximum number are pretested during each test from administration period. 


Statistical Review 
Pearson VUE’s psychometric team reviews the performance of examinations and items, including 


monthly review of pass/fail rates and review of item statistics for parameter drift, an indication 


that the item has gotten easier or harder over time. The results of item, test, and item bank levels 


of analysis, along with recommendations for future development, can be documented and shared 


with the Division.  


Pearson VUE’s psychometric services team of research scientists, psychometricians, and data 


analysts, along with our content development team, can meet your test and item analysis needs. 


Our teams use state‐of‐the art analysis processes and tools.  


Pearson VUE’s psychometric services team can analyze test data, equate test forms, and identify 


problem items. These testing professionals can review performance statistics for every item and 


make recommendations for improvement, so that the range of item difficulty is appropriate and 


that problem items are identified and flagged for review.  


Additionally, the content development team will conduct item pool reviews and gap analyses 


following each testing window. This team will meet regularly to review the performance of the 


Nevada real estate items, tests, and item banks. 


Pearson VUE psychometric services and content development experts will monitor statistics on 


the following levels: 


Item Level: 


 Classical and IRT‐based measures of item difficulty 


 Classical measures of item discrimination 


 Number of candidates responding to the item 


 Drift: check that difficulty is stable over time 


 Performance of individual response options 
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Item Bank Level:  


 Distribution of the items by content 


 Distribution of the items by difficulty 


 Average and range of difficulty by content area 


 Gap analysis: comparison of current item bank status vis‐à‐vis the content outline and 


targeted bank specifications 


For the Division’s reference, we have provided a sample item analysis report within Appendix G 


behind Tab IX of our proposal. 


Exam Question Review and Form Updates 
To maintain the Nevada item bank, Pearson VUE will utilize an ongoing test development 


process that includes constant pretesting of new items and refreshing the item banks as 


necessary. We will meet regularly with the Division and SMEs to review state‐specific items. 


Our content development staff works with our regulatory advisory committee to monitor any 


changes in real estate and other professional law, in addition to consulting with the Division. 


The Division can expect to see Pearson VUE content developers using our proprietary content 


management tool to conduct online, real‐time test development meetings and to securely view, 


edit, and store items, along with their associated classifications and statistics. Pearson VUE 


staff will facilitate all aspects of the Division’s test development activities and will assume all 


costs associated with such meetings.  


Pearson VUE facilitates two methods of SME involvement: in‐person meetings and virtual 


meetings. An in‐person meeting allows for a dynamic conversation among licensed professionals, 


where testing subject matter is discussed and analyzed. A virtual meeting facilitates the same 


exchange of ideas, with the added benefit of allowing the participation of individuals in multiple 


remote locations. Members of the committees can be chosen by the Division, and can include 


your staff members. Also, the Division will be able to review and approve Nevada‐specific items 


before they appear on the examinations. If it is difficult or impossible for key members of your 


team to travel to the physical meeting, Pearson VUE can conference in absent committee 


members using highly secure communication technology. Pearson VUE’s test development 


process offers flexibility, and we will accommodate the committee in a variety of technology‐


facilitated ways. 


At regularly scheduled, Pearson VUE‐facilitated test development meetings, Pearson VUE 


content developers will work with Division staff and SMEs to discuss any changes in state laws, 


regulations, and unique practices. If deemed necessary, changes will be made to the content 
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outline that specifies the areas to be tested on the examination. The goal of the regular review of 


all items by subject matter experts is to keep exam content current. 


The collaboration between Pearson VUE and the SMEs allows for the creation of questions that 


are written at an appropriate level and reviewed by individuals who are familiar with real 


estate and other professional practice in Nevada, which results in a pool of items that are truly 


state‐specific. All new questions will be pretested on the examinations prior to use as a scored 


item for candidates. Pearson VUE strongly believes that participation by a cross‐section of 


practitioners and educators, representing a wide range of professional perspectives, enables a 


robust bank of practice‐oriented examination questions to be developed. 


Our examinations are developed in accordance with the Uniform Guidelines on Employee 


Selection Procedures issued by the Equal Employment Opportunity Commission (EEOC), and the 


Standards for Educational and Psychological Testing (revised in 2014) developed jointly by the 


American Educational Research Association (AERA), the American Psychological Association 


(APA), and the National Council for Measurement and Evaluation (NCME). 


Form Replacement Schedule 
Regarding a proposed schedule for exam form replacement throughout the contract, the AQB’s 


National Uniform Examinations are released annually according to the AQB schedule. 


Pearson VUE’s national real estate examinations are updated approximately every 18 months. 


All Nevada‐specific exams will be updated biennially. 


3.1.2 Exam Construction:   


3.1.2.1 Proposal must provide for a detailed explanation of how vendor will develop separate exam forms in multiple 


choice and electronic format for all of the licenses outlined above, which shall include a separate section on Nevada 


laws, rules and other topics as determined by the Division, as well as a separate section on general national items, 


where applicable.  A description of the initial implementation of the exam forms must be given, along with a suggested 


exam form replacement schedule during the contract period.   


As detailed below, Pearson VUE will develop separate exam forms for all of the aforementioned 


licenses outlined, which will include a separate section on Nevada laws, rules and other topics 


as determined by the Division, as well as a separate section on general national items, where 


applicable. For an explanation on how all forms will be developed in multiple choice and in an 


electronic format, please see our responses under “Electronic Exam Format” and “Multiple 


Choice Exam Format” beginning on page 27. We have additionally provided a description of the 


initial implementation of the exam forms, along with a suggested exam form replacement 


schedule during the contract period.  
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Exam Form Construction 
Our ability to administer exams as fixed forms or with a LOFT design (using either classical or 


IRT parameters) means that we have the widest range of technical capability for exam 


administration in the industry. Our experienced team of testing experts, including content 


developers and psychometricians, can work with the Division to determine a flexible, secure 


delivery model that best meets the Division’s testing needs. 


Pearson VUE utilizes our proprietary automated test assembly (ATA) engine to enable test forms 


to be constructed to meet numerous content and statistical constraints. Using our ATA engine, 


Pearson VUE will build fixed Nevada real estate forms of equivalent difficulty that meet content 


specifications. This process allows form or pool construction that can quickly and easily take 


into account multiple content and psychometric constraints. Automated test assembly represents 


Pearson VUE’s continuing effort to blend the latest in technology with the best human expertise, 


resulting in a single solution that meets our clients’ needs. 


Fixed Form Construction 
Using Automated Test Assembly, Pearson VUE will create a specified number of parallel test 


forms for the Nevada real estate program containing non‐overlapping or partially‐overlapping 


items. When these linear forms are administered, Nevada test‐takers will be presented 


one item at a time, and test items will be administered in randomized order. For Nevada 


candidates who need to re‐take an exam, the Pearson VUE system can identify which form(s) the 


candidate has seen previously and select a different form for the retake. 


Pearson VUE does not rely solely on automated software. A highly trained Pearson VUE content 


developer and psychometrician who are designated for your program will review the Nevada 


real estate exam forms. Sophisticated automated software is an important tool, but is not an 


adequate replacement for a trained professional. Pearson VUE uses automated software together 


with a content developer and a psychometrician to make certain that examination forms are 


published to the optimal psychometric standards. 


Broker and Salesperson Exams Test Design 
Pearson VUE’s real estate broker and salesperson licensing examinations have been designed to 


test the knowledge of both general real estate principles and Nevada law. The general section 


tests basic real estate principles, concepts, and product knowledge. The state‐specific section 


will test real estate laws, rules, regulations, and practices that are unique to the State of 


Nevada. The Nevada‐specific section of the examination will be developed and updated by 


Pearson VUE in conjunction with the Division’s subject matter experts (SMEs).  
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Pearson VUE currently has comprehensive question banks of hundreds of questions for our 


national examinations. We use this extensive item bank to create equated test forms of the 


national examination.  


The national examination includes: 


 80 scored multiple choice questions 


 5 pretest questions that do not count toward the candidate’s score 


The state‐specific section deals with real estate laws, rules, regulations, and practices that are 


unique to the state.  


The state portion of the examination includes: 


 30 to 50 scored multiple choice questions 


 5 to 10 pretest questions that do not count toward the candidate’s score 


Our real estate examinations include: 


 Questions that are content balanced based on the test blueprint 


 Questions involving mathematical computations 


 Pretest questions that do not count toward the candidate’s score 


 Items that are four‐option multiple choice in format 


Based on our clients’ business rules, candidates may be allowed to test for the national 


knowledge portion only or the state‐specific portion only, or to take a complete examination 


that includes both the national knowledge and the state portion. 


Appraiser Exams Test Design 
As required by RFP 3253, Pearson VUE will administer the National Uniform Examinations 


developed by the Appraiser Qualifications Board (AQB) – State Licensed Residential Appraiser, 


Certified Residential Appraiser, and Certified General Appraiser. The test forms for these 


examinations are developed and designed by the AQB and its testing subcontractor. 


As an approved vendor, Pearson VUE publishes and administers the national appraiser exams 


sponsored by the AQB. The AQB, through a subcontractor, currently creates the exam and 


delivers the test content and scoring elements to Pearson VUE via secure electronic transfer.  


Pearson VUE follows the specifications of the exam builds as determined by the AQB for the 


appropriate development and classification of test questions. Each test form is thoroughly 


checked through Pearson VUE’s quality control procedures by our content development and 


publishing services teams. The forms are verified against our quality assurance standards in the 
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same testing environment that the candidate experiences. Once the test build passes the quality 


control procedures and quality assurance standards, the test is released to the testing centers for 


candidate use. 


Other Nevada-Specific Exams Test Design 
For the Community Association Managers (CAM), Timeshare Sales Agents (TSA), Property 


Managers (PM), Business Brokers, Certified Residential Inspector, Certified General Inspector, 


and Certified Master Inspector examination levels, Pearson VUE will construct the examinations 


as they are currently specified in conjunction with the Division and its respective SME 


committees. Following our focus group job analysis, review of the current test specifications, gap 


analysis, and any required item development, Pearson VUE will construct test forms for each of 


the aforementioned exams in accordance with the finalized test blueprint and content weightings 


as determined by the focus group job analysis process. Pearson VUE’s testing services teams will 


adhere to industry best practices to develop quality, valid, Nevada‐specific examination levels 


to the Division’s specification. 


Equating 
Through equating, passing standards are set so that the same level of proficiency is required to 


pass different forms of the examination. The goal of this process is to make certain that scores 


are comparable across test forms so that it doesn’t matter to test takers which form of the 


examination they are given. 


Pearson VUE expert psychometricians have a great deal of experience constructing pre‐ and post‐


equated, fixed‐form examinations. These methods usually involve developing multiple parallel 


forms that have been linked to one another using classic equating approaches such as common 


item equating, or using IRT approaches such as true‐score equating; the selection of an 


appropriate equating method is dictated by the requirements and characteristics of the 


individual testing program. Regardless of the equating method used, forms are linked to the 


examination scale and scaled scores are reported to assist test takers in the interpretation of 


examination results. 


Since all items are linked to the common scale, test difficulty of different forms can be assessed 


prior to publication, and slight differences in test difficulty be taken into account. Test forms are 


drawn from the calibrated item bank and no item appears on a test before it has been pretested 


and equated to the benchmark scale. Since Pearson VUE pretests questions and pre‐equates test 


forms, every candidate has equal and fair chance to pass the test. 


Pearson VUE’s equating process achieves the following: 
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 Examination scores are comparable even if test‐takers receive different sets of questions 


(i.e., forms) 


 Test‐takers’ scores on different forms of an exam administered at the same time are 


comparable 


 Test‐takers’ scores on different forms of an exam administered across years are 


comparable. 


Scoring Methodology 
Pearson VUE has the capability to build tests that are scored by raw, percentage, or scaled score. 


We will work with the Division to determine and implement the scoring method that will best 


serve the Division and your candidates.  


Pearson VUE reports scores with the following metrics: 


 Raw score is the number of examination questions that the candidate answered 


correctly. If a candidate answers 73 questions correctly out of a possible 80, the 


candidate’s exam score is 73. 


 Percentage score represents the percentage of examination questions that the candidate 


answered correctly. If a candidate answers 73 questions correctly out of a possible 80, 


the candidate’s exam score is 91 percent. 


 Scaled score represents a point on a linear scale at which a candidate is performing. 


Different forms of an examination are scaled to have the same passing scaled score. For 


example the passing score could be set at 500 on the scale.  


While Pearson VUE is experience with all forms of scoring methodologies, our psychometric 


team recommends the use of scaled scoring.  


All scaling transformations have a common goal: to make sure that a given scaled score always 


reflects the same performance level or underlying ability, regardless of the exam form that was 


taken. Thus, when scores from different exam forms are scaled (i.e., when raw scores are 


transformed to scaled scores), differences in item difficulty between the two forms are taken into 


consideration. For example, the scaled score corresponding to a raw score of 38 on one exam form 


would be higher than the scaled score corresponding to a raw score of 38 on an easier exam form.  


If the exam has a passing standard, the scale may also be chosen so that the cut score is a 


particular number. Because that number is consistent across exam forms and across time, the 


interpretation of exam performance (as “passing” or “failing”) can readily be made from the 


scaled score, regardless of when the exam was taken or which exam form was administered. 


As outlined and recommended above, scaled scoring: 
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 Facilitates the standard setting process; 


 Allows for comparison of scores across exam forms and exam cycles; 


 Provides for meaningful score interpretation and valid inference; 


 Facilitates the equating process and provides all test takers a fair opportunity to pass 


the exam. 


Pearson VUE has the capability to build tests to meet a specific passing standard (cut score) that 


are scored by raw, percentage, or scaled score. Pearson VUE will work with the Division to 


determine and implement the scoring method that will best serve the Division and your 


candidates. 


Standard Setting 
Standard setting is the process of determining the test score that corresponds to a specified 


candidate performance level. The test score that is determined during the standard setting 


procedure to demarcate one performance level (e.g., pass or fail) from another is called the cut 


score.  


Pearson VUE psychometricians regularly hold standard setting meetings using two, industry‐


accepted methods. Pearson VUE will work with the Division to determine the most appropriate 


standard setting method for your examination program.  


 Modified Angoff – SMEs read each question and rate it for the probability that a 


minimally competent, entry‐level professional will answer it correctly. The probability 


ratings for each item are then used to compute the minimum passing score for the test as 


a whole. 


 Bookmark – The bookmark method uses SMEs to review questions that are ordered from 


least difficult to most difficult based on IRT calibrations. SMEs place a “bookmark” at 


the point along the difficulty continuum where they estimate a minimally competent 


professional would be able to answer the questions correctly. Statistical methods are 


then used to provide collective information on the SMEs’ ratings and the recommended 


passing standard. 


Standard setting is a two‐step process that first requires subject matter experts (SMEs) to 


adequately describe a minimally competent candidate (or minimally qualified candidate) in 


terms of what they are expected to know. This process assumes that there is a theoretical 


knowledge continuum, ranging from insufficient knowledge at one end to fully competent levels 


of knowledge on the other. It is the SMEs’ job to identify the point on this theoretical continuum 


that separates the candidate who is minimally competent from one who is not. This knowledge 
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standard is based around the concept of level of competence. The articulation of content 


standards at this step of the process is independent of any particular exam form or set of items. 


In the second step of the standard setting process, participants examine the individual items on a 


test along with candidate performance data if available. They use that information to translate 


the knowledge standard defined above into a cut score on the specific exam. Specific details 


concerning this step may vary, depending on the procedure that is used, but all procedures require 


the SMEs to make informed judgments about the performance of minimally competent 


candidates on a given set of items. Once this step is completed, the standard from the theoretical 


knowledge continuum is said to be translated into a cut score on an actual exam form. 


It is Pearson VUE’s philosophy that the final determination of the cut score is a policy decision 


that resides with the client. Pearson VUE provides an expert team, defensible processes, and 


thorough documentation of the methodology used during the standard setting process. The 


determination of the final cut score necessarily involves careful consideration of the needs and 


philosophy of your program in conjunction with the statistical results. The key to success of any 


standard setting effort is a defensible method, careful and conscientious execution, and 


experienced and knowledgeable SMEs. 


Test Publishing Quality Control  
Creating and delivering examinations for the regulated professional is a core part of our 


business. As these examinations are requirements for employment, it is imperative that they be 


free from error. Through Pearson VUE’s quality control procedures, our exams are stringently 


reviewed before they are released into production. (See Figure 6.) 


Quality Control Procedures  


Examinations are quality control (QC) checked first by the content development team and then 


by the publishing services team. Pearson VUE performs QC checks on the full functionality of 


each form.  


Our two‐tiered quality control procedures include:  


 Exam Validation 


 Production Validation 


Prior to QC 


Pearson VUE’s content developers and psychometricians will create a test plan memo before 


exam construction that contains information basic to the building and scoring of the 


examination. The test plan memo contains test form names, exam identification codes, test 


length, number of scored and unscored items, size of the unscored item pool if relevant, scaled 
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scores and the parameters necessary to achieve each set of scores, cut score points, test timing 


information, and other data associated with the test. These test plan memos are Pearson VUE’s 


first line of defense against administration errors. Each exam form is carefully examined and 


compared to the test plan memo, making sure the exam forms are built appropriately according 


to client specifications.  


   


Figure 6. Pearson VUE’s test publishing quality control process timeline ranges 
from two days to three weeks depending on the complexity of the tests. 
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Exam Validation 


After the examination is built, the exam validation is performed. The purpose of the exam 


validation is to verify that each form is assembled according to the exam specifications, and that 


the functionality of the examination works as expected. 


Testing services staff conduct the exam validation. In order to give the exam an objective review, 


the developer who built the test does not perform the exam validation. The exam validation 


includes the following components: 


 Verification of exam build: Working from information in the test plan memo, the 


developer creates a tailored QC form that shows exactly how the examination is built. 


This includes all the details, such as the exam level, exam form name, section names, 


timing, number of items, scoring details, and navigation details. 


 Verification of functionality: Testing services staff publish the examination locally, and 


then run the examination through Pearson VUE’s test delivery system. The local 


administration mimics the way the examination will perform at a test center. Testing 


services will perform checks to verify that the exam functions as described in the test 


plan memo and the tailored QC specification document, which include: 


 Text on display screens and score reports 


 Presentation logic for display screens  


 Timing for each section and exam 


 Number of items presented 


 Navigation from item to item 


 Review functionality (review window, marked records, appearance of display 


screens when reviewing) 


 Appearance of additional functionality such as help screens, image presentation, 


and case and exhibit display 


 Scoring QC: Testing services staff verify pass/fail decision cut score points by reviewing 


scoring on score reports and in the individual results file; score presentation logic; 


exam/section cuts; and scoring data fields on score reports. The result files are carefully 


reviewed and compared to expected results determined by the test plan memo.  


Production Validation 


Before publishing an examination to production (which makes the exam available to 


candidates), a test publisher will conduct production validation at a production test center lab. 
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The production validation verifies that the exam has been published correctly, including timing, 


number of items, navigation, item presentation, and how the scoring is captured in the result file. 


The test publisher will then set and verify the examination’s go‐live date.  


Form Replacement Schedule 
Regarding a proposed schedule for exam form replacement throughout the contract, the AQB’s 


National Uniform Examinations are released annually according to the AQB schedule. 


Pearson VUE’s national real estate examinations are updated approximately every 18 months. 


All Nevada‐specific exams will be updated biennially. 


3.1.2.2 The proposal must include a description of the proposed procedures for pre‐testing, exam question review, and 


exam form updates.  Procedures should ensure, in a manner consistent with accepted exam construction standards, 


that all items are reviewed for appropriateness of use in the assessment of competency of each entry‐level license, 


certificate and permit‐holder. 


Pearson VUE has detailed our proposed procedures for pretesting, exam question review, and 


exam form updates within our response to RFP requirement 3.1.1.3. As our descriptions will 


attest, Pearson VUE’s procedures will make sure, in a manner consistent with accepted exam 


construction standards, that all items are reviewed for appropriateness for use in the assessment 


of competency of each entry level license, certificate, and permit‐holder. 


3.1.3 Exam Certification:   


3.1.3.1 Proposal must ensure that the real estate examinations for the national portion only are approved by ARELLO 


and the appraisal examinations are approved by AQB.  In addition, documentation of both approvals must be 


submitted with the proposal.  Vendor will be required to administer the National Uniform Examination developed by 


the AQB.  State specific portions are not required for the appraiser examinations. 


Pearson VUE will furnish only ARELLO‐approved national real estate examination portions 


and AQB‐approved appraisal examinations to the Division. As an approved AQB vendor, 


Pearson VUE publishes and administers the National Uniform Examination developed by the 


AQB. Pearson VUE acknowledges and accepts that state‐specific portions are not required for 


the appraiser examinations. As required, approval letters from both ARELLO and the AQB have 


been included within Appendix B and C behind Tab IX of our proposal.  


Our licensing examinations are accredited by the Association of Real Estate License Law 


Officials (ARELLO). We were one of the first vendors to acquire ARELLO certification and our 


real estate examinations have been continuously certified by ARELLO since December 1994. 


Pearson VUE fully supports the ARELLO examination accreditation and believes the program 


improves the quality of real estate licensing examinations. The accreditation also provides a 


means to make sure that our examinations satisfy quality standards, maintain consistency, and 
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promote greater licensing reciprocity through increased mutual recognition with other state real 


estate licensing examinations. Pearson VUE is confident that our real estate examinations truly 


reflect the knowledge and skill set needed by the newly licensed real estate professional. We are 


currently certified through December 31, 2019.  


As previously noted, Pearson VUE publishes and administers the national appraiser exams 


sponsored by the Appraiser Qualifications Board (AQB). The AQB, through a subcontractor, 


currently creates the exam and delivers the test content and scoring elements to Pearson VUE via 


secure electronic transfer. Pearson VUE follows the specifications of the exam builds as 


determined by the AQB for the appropriate development and classification of test questions. 


Each test form is thoroughly checked through Pearson VUE’s quality control procedures by our 


content development and publishing services teams. The forms are verified against our quality 


assurance standards in the same testing environment that the candidate experiences. Once the 


test build passes the quality control procedures and quality assurance standards, the test is 


released to the testing centers for candidate use. 


3.1.4 Subject Areas:   


3.1.4.1 Proposal must include ability to develop examinations with assistance from Nevada licensees, instructors and 


the Division staff for all professions included in this RFP. 


Pearson VUE’s content development process will seamlessly accommodate and even promote 


assistance from Nevada licensees, instructors, and Division staff for all professions included in 


RFP 3253.  


Pearson VUE strongly believes that participation by a cross‐section of practitioners and 


educators, representing a wide range of professional perspectives, enables a robust bank of 


practice‐oriented examination questions to be developed. The collaboration between 


Pearson VUE and SMEs allows for the creation of questions that are written at an appropriate 


level and reviewed by individuals who are familiar with real estate practice in Nevada, which 


results in item pools that are truly state‐specific. Members of the SME committees can be chosen 


by the Division, and can include your staff members. Also, Division staff will be able to review 


and approve Nevada‐specific items before they appear on the examinations. 


At regularly scheduled, Pearson VUE‐facilitated test development meetings, held in‐person or 


virtually, Pearson VUE content developers will work with Division staff and SMEs to discuss 


any changes in state laws, regulations, and unique practices. If deemed necessary, changes will 


be made to the content outline that specifies the areas to be tested on the examination. The goal 


of the regular review of all items by subject matter experts is to keep exam content current. 


The collaboration between Pearson VUE and the SMEs allows for the creation of questions that 


are written at an appropriate level and reviewed by individuals who are familiar with real 







 


 


 


Pearson VUE Proposal Response to RFP 3253    Page 48 


Professional Examination Services        May 12, 2016 


estate and other professional practice in Nevada, which results in a pool of items that are truly 


state‐specific. All new questions will be pretested on the examinations prior to use as a scored 


item for candidates.  


3.1.5 Exam Scoring:  


3.1.5.1 Proposal must include ability to score electronic exams immediately upon completion of exam. 


The Pearson VUE Test Delivery System will score all electronic Nevada exams immediately upon 


completion of the exam. Test files published to Pearson VUE’s secure hub system include scoring 


algorithms that automate the provision of an immediate, on‐site passing or failing score report, 


in addition to other generated materials (i.e., applications, miscellaneous forms) as dictated by 


our clients. These score reports and other materials are configured to generate as the candidate 


achieves the respective score, above or below the approved passing standard (cut score). 


Once the exams are published, the Pearson VUE test driver software is used to present test items 


to candidates. The test driver selects and sequences items, displays them to the candidate, scores 


the exam, and prints a score report. Along the way, it writes a results file after every item, so the 


candidate can be restarted where he or she left off in the unlikely event that the testing 


workstation has a problem. Each time our software connects to the hub, we return any 


completed results files. A hub process watches for new results that come back. Each result is 


converted to a standard internal format and then archived. A few key data elements such as the 


score and the pass/fail grade are stored in the database for reporting purposes. The results file is 


then formatted into one or more data feeds to meet the specific needs of the client. 


Pearson VUE will provide the Division’s candidates with score reports at the check‐out desk 


immediately after they finish their examinations. We will immediately notify candidates of their 


results through the provision of an on‐site, written, photo‐bearing score report. Each of our 


proposed test centers is equipped with printers for the provision of immediate on‐site score 


reports. 


3.1.6 Exam Ownership:   


3.1.6.1 The State does not “own” any examination content, including any pre‐existing items or any items developed 


for the National portion of the test.  Current examinations were developed by the examination contractor.  National 


content for all exams must be reviewed to conform to Nevada law.  Examination contractor must develop examination 


questions utilizing Nevada industry specialists using recognized psychometric standards and procedures.  The 


Division may recommend industry specialists to participate in exam development. 


Pearson VUE acknowledges and accepts that the State does not “own” any examination content, 


including any pre‐existing items or any items developed for the respective national portions of 


the tests, that all current examinations were developed by the State’s current examination 


contractor, and national content for all exams must be reviewed to conform to Nevada law.  
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If selected as the State’s vendor, Pearson VUE will furnish the following to the Division: 


 Our national broker and salesperson examinations, which derive their validity from our 


2013 national real estate job analysis study 


 The National Uniform Examinations developed by the Appraiser Qualifications Board 


(AQB) for which Pearson VUE publishes and administers as an approved AQB vendor 


As a result of the test development processes performed by Pearson VUE in our 2013 national 


real estate job analysis study, and the AQB and its testing subcontractor, national content for 


all exams has been reviewed to be applicable across jurisdictions.  


Pearson VUE will develop examination questions utilizing Nevada industry specialists using 


recognized psychometric standards and procedures. Pearson VUE acknowledges and accepts that 


the Division may recommend industry specialists to participate in exam development. As 


previously stated, Pearson VUE strongly believes that participation by a cross‐section of 


practitioners and educators, representing a wide range of professional perspectives, enables a 


robust bank of practice‐oriented examination questions to be developed. The collaboration 


between Pearson VUE and SMEs allows for the creation of questions that are written at an 


appropriate level and reviewed by individuals who are familiar with real estate practice in 


Nevada, which results in a pool of items that are truly state‐specific. Members of the SME 


committees can be chosen by the Division, and can include your staff members. Also, Division 


staff will be able to review and approve Nevada‐specific items before they appear on the 


examinations. 


If Division‐specific items are developed for the Division’s contract, then they will become the 


property of the Division. Pearson VUE will be the exclusive owner of existing test items provided 


or derived from its general and state item banks (“seed items”). Notwithstanding anything 


contained herein, Pearson VUE will retain ownership of the root items. The Division and 


Pearson VUE will license any additional items as appropriate in the forthcoming contract.   


3.2  Exam Administration 


3.2.1  Administering Format:  Proposal must: 


3.2.1.1  Provide that the exam will be administered in electronic format; 


Pearson VUE will administer all Nevada examinations in electronic format. As previously 


stated, for computer‐based administration of the Nevada real estate, appraiser, and other 


professional examinations, Pearson VUE will deliver the examinations via the Pearson VUE Test 


Delivery System using the industry’s most advanced, secure, and reliable testing technology. 


Offering the highest level of security, this configuration provides for a monitored testing center 


environment with encrypted data transmission, critical for high‐stakes examinations. The 
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examinations will be encrypted and stored on a secure hub system at Pearson VUE. A few days 


before the exam appointment, our software prepares the exam for delivery. Pearson VUE verifies 


the correct exam file, creates a local results directory for the candidate, and marks the exam as 


ready for delivery. The Pearson VUE software at the testing center connects to our hub system 


several times a day. At each connection, it replicates registrations for that site to a local 


database.  


The Delivery Manager software, running on each test delivery workstation, displays the 


candidate’s registration, so the administrator and candidate can both verify that the correct 


exam is being launched. The Delivery Manager software then locks down the desktop, shuts 


down any other applications that should not be running, and passes control to the test driver at 


the test center. The test driver selects and sequences items, displays them to the candidate, scores 


the exam, and prints a score report. Along the way, it writes a results file after every item, so the 


candidate can be restarted where he or she left off in the unlikely event that the testing 


workstation has a problem.  


Each time our software connects to the hub, we return any completed results files. A hub process 


watches for new results that come back. Each result is converted to a standard internal format 


and then archived. A few key data elements such as the score and the pass/fail grade are stored in 


the database for reporting purposes. The results file is then formatted into one or more data feeds 


to meet the specific needs of the client. 


For additional information on our test driver technology and electronic multiple choice item 


presentation, please see our responses under “The Pearson VUE Test Driver” and “Multiple 


Choice Exam Format” beginning on page 27. 


3.2.1.2  Explain procedures for registering candidates; 


Pearson VUE will provide fast, flexible ways for your candidates to schedule exams through an 


experience branded to your program. Providing scheduling support to our candidate base of 


millions of candidates annually requires an industry‐leading, Internet‐based reservation system 


and a well‐trained group of customer service professionals. With the Pearson VUE system, 


candidates can register and schedule examinations online via our client‐specific pages on our 


website or toll‐free through our contact center.  


Our system’s features include real‐time registration and scheduling capabilities, a sophisticated 


candidate matching algorithm, and a credit card validation system, which have already been 


implemented and are used around the US every day. A unique aspect of the Pearson VUE system 


is that we utilize one common database, keeping all points of registration in sync. With this one‐


system approach, all candidate registrations, exam appointments, changes, and cancellations are 
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stored in the database in real time and are available to be viewed or altered immediately by any 


of the registration and scheduling methods.  


Below, we have detailed additional information on our registration and scheduling solution for 


the state agency’s Nevada professional examination services program.  


Online Exam Scheduling  
At Pearson VUE, we have been scheduling a significant number of our test takers online since the 


late 1990s, and the number continues to grow. Rather than using technology such as automated 


phone systems to schedule appointments, we offer an enhanced web‐based registration and 


scheduling system designed with a specific focus on providing a high‐quality user experience.  


Our registration system’s interface was created by a team of design professionals, and the user 


experience was refined and validated through end‐user testing in usability labs. The result is an 


easy‐to‐understand user interface and process flow that 


leads candidates through the scheduling process without the 


need for lengthy instructions.  


In addition, the web system is: 


 In alignment with government accessibility 


guidelines, allowing it to be accessible by a broad 


range of users with disabilities 


 Compatible with a wide array of electronic devices 


by incorporating responsive web design to optimize 


the view on desktop computer monitors, laptops, 


tablets, and mobile phones (See Figure 7) 


Our web registration and scheduling system offers real‐time 


access to the registration and scheduling databases. It was 


built using a responsive design, which allows the site to 


provide candidates with an optimum viewing experience on 


any device. Candidate registration and scheduling of exams 


are synchronized with the contact center. In addition, we 


provide clients with custom web landing pages, complete 


with messaging, logos, and other information. Clients can send candidates directly to this page 


for efficient one‐stop scheduling, and Pearson VUE’s Division‐branded landing page can also 


contain a link back to the Division’s home page.  


   


Figure 7. Our registration system 
is optimized for mobile device 
viewing. 
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Pearson VUE’s web registration and scheduling system provides candidates with the ability to:  


 View appointment availability before submitting a payment with a graphical calendar 


display and the ability to compare appointment availability across three centers 


 Search for test center locations before submitting a payment, with an interactive map 


showing the closest sites  


 Change or cancel appointments up to 24 hours prior to a testing appointment or within 


parameters set by the Division and, if appropriate, obtain a refund 


 Receive appointment confirmations by email, as well as appointment reminders as the 


test date approaches 


 View account including pass/fail results, the dates for previously taken tests, and 


upcoming examination appointments  


Registering for a web account and scheduling an examination using our web‐based system is 


easy and takes only a few minutes to complete. Candidates can initiate the process 24 hours a 


day, seven days per week.  


Once the landing page for the Division program has been created, a candidate can access a web 


browser, navigate to www.pearsonvue.com, register, and schedule exams using the following 


steps: 


1. Select the “For test takers” option displayed at the top of the page. On the next page, 


under “Start here: select your testing program,” click on the first letter of the program 


name (e.g., “N” for “Nevada Real Estate”). Upon implementation, candidates will be 


able to select a “Nevada Real Estate” option. This will take the candidate to the landing 


page allowing the candidate to create web logon credentials or to sign in and schedule an 


exam. 


2. Create web logon credentials. First‐time candidates can create their web logon 


credentials when they first register with Pearson VUE by clicking on the “Create 


Account” button on the Division’s landing page. They will then be prompted to provide 


demographic information and other client‐defined information as well as to create a 


username and password and respond to two security questions.  


Alternatively, for testing programs that provide the candidate’s unique ID and 


demographics to Pearson VUE, we offer several streamlined choices for obtaining web 


account credentials. For example, with our Fast Track feature, first‐time candidates 


enter basic demographic information, after which Pearson VUE will match the candidate 


with demographic data previously submitted by the Division. The candidate will then be 


prompted to create a username and password and respond to two security questions. 
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Pearson VUE will work with the Division to implement this advanced candidate 


registration and scheduling system free of charge.  


After the candidate’s web account is created, she can proceed with selecting an exam, 


scheduling an appointment, and submitting payment by following the steps explained in 


more detail below. 


3. Select an exam. Pearson VUE offers several methods for displaying the exams available 


to candidates: 


a) Authorization to Schedule: For clients desiring control over which exams a 


candidate can take, Pearson VUE supports the ability for clients to validate the 


candidate’s eligibility and to submit an authorization record for the candidate and 


exam. These exams are displayed in the candidate’s account once the authorization 


record has been received and the candidate can then proceed to schedule the exam. 


b) Publicly Available Exams: For clients offering exams that can be taken by anyone, 


Pearson VUE will display the list of available exams to the candidate. For clients 


with a large number of exams, Pearson VUE offers the ability to display the exams 


based on exam groups, which can be configured specifically for the client’s program. 


c) Controlled Access: For clients desiring to control access to an exam without using 


Authorizations, Pearson VUE offers Private Access Codes. A Private Access Code is 


a date‐sensitive character string created by the client and assigned to one or more 


exams. Only those candidates with the Private Access Code can schedule the exam.  


As part of the scheduling process, Pearson VUE offers the ability to collect additional 


information specific to a selected exam in the form of custom questions. 


4. Schedule an appointment. After selecting the exam, the candidate can proceed to select 


up to three (3) test centers, compare appointment availability, and select an 


appointment from the available dates and times. After scheduling an appointment, the 


candidate can proceed with making payment or can schedule another exam. Multiple 


exams for the same candidate can be included on one order. 


5. Make payment. Pearson VUE can collect payment from the candidate using a number of 


different credit cards. In addition, Pearson VUE offers a robust set of pricing and 


discounting capabilities to clients. Exam prices can be based on a number of criteria, 


such as exam, country, custom question response, and delivery model, or a combination 


of these parameters. Discounts can take the form of a promotion code or a voucher, or 
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may be applied automatically to an order. A wide variety of parameters are available to 


restrict the discount usage to target specific candidate audiences. 


6. Confirm appointment. After completing the scheduling process, candidates are presented 


with confirmation details for their exam appointment, which can be printed out 


immediately. Confirmation notices can also be automatically emailed to candidates 


from Pearson VUE. These confirmation notices can be customized to fit the client’s 


program. 


We have provided a document detailing a series of screenshots that illustrate the candidate’s 


user interface within our registration and scheduling system in Appendix H behind Tab IX of our 


proposal. 


Exam Scheduling by Phone 
If at any point a candidate has any questions or concerns, or simply would like to schedule an 


examination by phone, the candidate may call our toll‐free contact center, which is open seven 


days a week. Our Minnesota‐based contact center – located only minutes from our corporate 


headquarters – is staffed by customer care representatives who will be trained in the details of 


the Division’s program and will respond immediately and accurately to all candidate requests 


and inquiries. Our contact center houses all aspects of our customer operations, including senior‐


level executives responsible for this key component of our service. This layer of executive 


oversight and accountability assures candidates that they will receive the highest level of service 


on a consistent basis. Pearson VUE’s contact center hours of operation are 5:00 a.m. to 8:00 p.m. 


(PT) Monday through Friday; 5:00 a.m. to 2:00 p.m. (PT) Saturdays; and 7:00 a.m. to 1:00 p.m. 


(PT) Sundays. All calls are monitored for consistency and professionalism.  


Toll-Free Examination Inquiries and Scheduling 


Seven day availability is very important for candidates; it not only gives them added flexibility, 


but simplifies the process of rescheduling or canceling a test appointment. If, for example, a 


candidate needs to reschedule a Tuesday appointment, he/she can either contact our contact 


center or go online the prior Sunday and make the appropriate adjustments without incurring a 


penalty fee. In the same situation with a different vendor whose contact center was not open on 


Sundays, the candidate would likely be charged a cancellation fee. 


Pearson VUE knows that people value the ability to talk to a live agent to schedule their exams 


or answer their questions. That’s why, rather than relying heavily on an automated interactive 


voice response (IVR) system, we have invested in hiring more agents and offering contact center 


hours seven days a week; this allows for increased personal communication and shorter hold 


times.  
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In order to schedule an examination via our contact center, candidates may call the program‐


specific toll‐free telephone number and quickly be routed to one of our trained representatives. 


Candidate calls are typically answered by a Pearson VUE representative in less than 30 seconds. 


Currently, our ʺAverage Speed of Answerʺ is just 27 seconds. This means our clients receive very 


few complaints from candidates about long wait times when trying to reach Pearson VUE.  


Once connected, the representative will ask a series of questions to validate the candidate’s 


identity and to determine what program and examination he/she would like to schedule (e.g., 


Nevada Real Estate, Timeshare Sales Agent). The representative will then work with the 


candidate to schedule an exam on the desired date at the test center of his/her choice and will 


also answer any questions.  


Upon completion of scheduling and submitting payment for an exam through the contact center, 


a candidate will receive an email confirmation notice containing the details of the scheduled 


exam appointment, client policies, and directions to the test center as well as a receipt 


containing payment information. The payment receipt is sent only if funds are collected by credit 


card or electronic check. No receipt is sent if the full payment is made using a voucher or other 


discount.  


Contact Center Staff 
We understand that contact center operations is a key interface for Division candidates who 


make exam appointments and inquiries by phone and that providing a quality service will reflect 


positively on the Division’s program. Our Minnesota‐based contact center is staffed by at least 


80 customer care representatives—and as many as 100 during peak periods. All staff will be 


trained in the details of the Division’s program and will respond immediately and accurately to 


all candidate requests and inquiries. All calls are monitored and recorded for consistency and 


professionalism. Pearson VUE’s contact center is open and staffed seven days per week, allowing 


us to rely less on automated systems. 


Our customer care representatives (CCRs) will receive updated training if changes occur 


throughout the contract term. Program‐specific guides will be created that contain the Division’s 


program business rules and made available online (internally) to each CCR for quick reference, 


facilitating proper and consistent handling of candidate requests. Scheduling calls are also 


monitored in order to verify that information is provided consistently to all candidates.  


Our CCRs are cross‐trained in order to provide staff that is readily available to respond to 


candidate scheduling and inquiries, even in the instance of forecast absences. The inverse is also 


true. A change in the Division’s requirements, for instance, could cause a sudden increase in 


volume of Nevada real estate candidates, and our CCRs would be able to accurately and 


professionally handle these calls. We also monitor incoming calls by program, on a daily basis, 
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to make certain we are meeting our performance standards for our clients. Additionally, the CCR 


staff has a sizable number of multi‐lingual agents to assist Spanish‐speaking candidates. 


CCR Training 


We recognize that the quality of service that candidates receive is dependent on the knowledge 


and ability of the customer care representative that is serving them. To make sure that high‐


quality service is consistently provided, our agents participate in a comprehensive training 


program.  


This training period has the following objectives: 


 Employee orientation   Call manager systems training 


 Core customer service skills   Call escalation procedure 


 Client specific program information   Advanced customer service training 


 Call objectives and program 


initiatives 


 De‐escalating challenging situations 


 Program information support tools   Communication skills 


 Conflict management skills    Active listening skills 


The training consists of instructor‐led training, side‐by‐side training, computer‐based training, 


role‐playing, quizzes, and phone monitoring. Each agent is thoroughly tested and monitored 


before participating in any client activity. 


Contact Center Performance Metrics 
Pearson VUE monitors the performance metrics for the contact center activity of each client. We 


have real‐time access to these metrics for each of our clients, which will allow us to make 


certain that calls from the Division’s candidates are answered in a timely manner. 


We are also able to generate reports detailing contact center activity specific to the Division’s 


program, including the number of incoming calls, the number of calls handled by IVR or by 


customer care representatives, the average call time, and other customizable fields of 


information. 


Performance metrics for our contact center include: 


 The average wait time for answering the phones at the Pearson VUE contact center is 


under one minute and, in many quarters, closer to 30 seconds. This is the average time a 
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candidate spends from entering the contact center queue after dialing the toll‐free 


number to speaking directly with a representative. 


 Pearson VUE’s data entry error rate in the contact centers is less than one percent. 


Pearson VUE will continually monitor test center utilization to make sure that our performance 


standards are being met to test all candidates within five days of their request at a test center of 


their choice.  


Confirmation Notices 
Upon completion of scheduling and submitting payment for an exam, candidates will 


immediately receive an email confirmation notice containing the details of the scheduled exam 


appointment, client policies, and directions to the test center. The payment receipt is sent only if 


funds are collected by credit card or electronic check.  


As part of our initiative to reduce our carbon footprint, all candidate correspondence is sent via 


email unless specified otherwise by the client. For email communications, Pearson VUE offers 


our clients substantial flexibility regarding the content of the communications. Clients have the 


option to vary the content of the exam confirmations based on a number of parameters, including 


the exam name, the region where the exam will be delivered, the exam type, and more. The 


Division’s assigned program manager, Christine Nelson, will review these options as part of the 


client setup process. 


Pearson VUE can also provide email reminders of scheduled appointments to candidates up to 


seven calendar days prior to their test date to help avoid missed tests. 


Fee Collection 
Pearson VUE’s scheduling system accepts payment when an appointment is scheduled, allowing 


candidates to complete the process at one time. Candidates may pay for examinations with a 


major credit card (American Express, Visa, or MasterCard), debit card, Pearson VUE credit 


voucher, or electronic check. Pearson VUE will provide candidates paying by credit card, debit 


card, or electronic check with a receipt of their payment that is separate from the confirmation 


notice.  


Schools, companies, and individuals can prepay for examinations by mailing in a check, 


company check, or money order to Pearson VUE and receive Pearson VUE vouchers that can then 


be distributed to a group of applicants. The applicants can then schedule their exams via either 


the Internet or telephone, and pay for the examination by using the voucher number. A payment 


receipt is not emailed if the full payment is made using a voucher or other discount. 
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Pearson VUE is dedicated to providing a high level of privacy protection in accordance with the 


requirements of relevant United States legislation and regulations for personal information 


collected in connection with the delivery of testing services. Pearson VUE also meets the 


Payment Card Industry Data Security Standard (PCI DSS) requirements. 


Online Inquiries 
Candidates may also choose to complete an online, interactive customer service contact form. 


(See Figure 8.) Candidates indicate which of the Pearson VUE departments they wish to contact 


and then complete the form by providing contact information, indicating the nature of the issue, 


and including a brief description of the issue through a combination of drop‐down and text 


boxes. Once the form has been completed, candidates submit the form electronically through the 


Pearson VUE website and the information is forwarded directly to the respective Pearson VUE 


customer service email address.  


Responses to submitted emails are provided within two business days of submission. 


Figure 8. In addition to our contact center, live chat, and web scheduling system touch points, Nevada 
candidates will also have the ability to email questions directly to us via an online, interactive customer service 
contact form, accessible by both desktop (left) and mobile (right) devices. 
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Live Chat 
Pearson VUE’s innovative live chat service benefits clients by providing a popular new 


customer service touch point for candidates. The chat application was designed to be extremely 


intuitive, requires no installation, and is supported by all major Internet browsers (Internet 


Explorer, Chrome, Firefox, and Safari). The 


key benefit of our live chat service is that 


it provides candidates with a convenient 


way to connect with Pearson VUE and get 


their questions answered quickly.  


The live chat feature can be initiated from 


the Division’s web landing page hosted on 


the Pearson VUE website. After entering 


some basic information, candidates are 


routed immediately to a chat agent; the 


typical wait time is just a few seconds. 


(See Figure 9.) Candidates will then have 


the opportunity to engage with our highly 


trained agents on a variety of topics such 


as website login issues, test day 


procedures, and other testing related 


issues. Upon completion of the chat, a 


transcript of the chat can be emailed to the 


candidate and is also saved into our 


database. 


Significantly, the chat team has all the 


same resources, training, and quality 


monitoring that our contact center and 


email agents receive. This allows 


Pearson VUE to provide candidates with a 


high quality and consistent experience 


regardless of the method of 


communication.  


Our live chat service has been well received by candidates who appreciate having an additional 


touch point beyond telephone and email; in the second half of 2015, candidates chose to use our 


Live Chat feature an average of 35,000 times per month.  


This service is available to candidates Monday through Friday, 6:00 a.m. to 3:00 p.m. PT.  


Figure 9. Pearson VUE’s live chat solution enables 
real-time contact with Pearson VUE customer service 
agents; the initiation window for the service is 
depicted above. 
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3.2.1.3 Attest that all employees who have direct contact with applicants for licensure or individuals taking the 


examination have been subject to a federal criminal background investigation with no criminal convictions in their 


history; 


As documented within our submitted Attachment B – Technical Proposal Certification of 


Compliance with Terms and Conditions of RFP, Pearson VUE has taken exception to this RFP 


requirement.  


Pearson VUE has implemented a comprehensive background check program for all its employees 


that it believes provides appropriate industry standard coverage to assess whether any apparent 


risks are present in hiring an individual. Pearson VUE proposes to use its existing background 


check program for employees that currently work for Pearson VUE and will be leveraged to 


provide services for the Division. Pearson VUE will work with the Division to meet the intent of 


this requirement. 


The key to excellent test center service for both examinees and clients is the quality of the test 


center staff, who maintain a majority of our direct contact with applicants for licensure or 


individuals taking the examination. Pearson VUE recruits and hires only qualified personnel to 


operate this critical component of our service. We carefully screen all applicants, subject them to 


a criminal background check, and evaluate them for a variety of skills, including personal 


communication. As a condition of employment, Pearson VUE’s proctors and test center 


managers agree to adhere to a set of standards and a code of behavior designed to provide a fair, 


equitable, and honest test administration. In addition, we take great care to avoid potential 


conflicts of interest; for example, personnel cannot be associated with the examination program 


or other organizations involved with the development or administration of the examination 


program. 


Test center staff members are subject to criminal background screenings once an offer is made 


and prior to the employee’s start date. Employees do not begin working until all checks have 


been cleared and are satisfactory. All background checks are completed by a contracted third 


party and final determination is made by Pearson VUE’s human resources department. Findings 


in a criminal background check that result in disqualification include any felony conviction or 


any dishonesty or theft‐related conviction (misdemeanor or felony). In addition, all employees 


must complete an annual Privacy and Data Security awareness training session, followed by an 


assessment. 


Additionally, Pearson VUE follows all Pearson, Equal Employment Opportunity (EEO), 


Affirmative Action, and Office of Federal Contract Compliance Programs (OFCCP) guidelines 


for hiring. 
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3.2.1.4 Include detailed procedures which ensure the security of items in all phases of exam development, maintenance 


and distribution, and procedures for investigating security breaches; 


Pearson VUE follows stringent test development security procedures that start with controlled 


corporate access: all employees are required to carry electronic identification badges.  


Other procedures are followed, including: 


 A criminal background check is conducted on Pearson VUE test development personnel. 


 Test materials are maintained in secure storage or online. Contact is restricted and 


limited to those persons within Pearson VUE’s test development department. Access is 


password‐protected and is granted only to those whose job function directly relates to 


item development, production, and evaluation of examination materials. Any printed 


materials are kept in secure storage and shredded before final disposition. 


Pearson VUE’s proprietary content management system provides the following security features: 


 User Authentication: In order to prevent unauthorized access, users must provide a user 


name, and password. Industry‐standard password configurations are utilized for 


lockout, length, and complexity.  


 Stringent security checks and review: The software is audited by third‐party security 


consultants to make certain that it meets the same standards as many banking sites and 


government agencies. 


 Regular data backups: Data is stored in a centralized location and backed up nightly to 


make certain that exam content is safe. 


 Software Development and Maintenance: Open Web Application Security Project 


(OWASP)‐guided processes are designed to eliminate known security vulnerabilities as 


enhancements and maintenance is being developed. 


Test development sessions are completed using Pearson VUE’s online review system. Committee 


members cannot leave a meeting with any items on paper. In addition, all test items are 


maintained in electronic form, never on paper. 


Every Subject Matter Expert (SME) receives instruction regarding the security procedures. Each 


SME agrees, in writing, to stringently adhere to these measures and is required to sign a 


confidentiality agreement prior to participation as an SME. 


Encryption and Secure Data Transfer Protocols  
Pearson VUE’s corporate sites are the hubs for extensive data transfers with test centers, client 


databases, and external vendors. These transfers use high security methods to provide for the 


integrity of this data at all times. 
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Robust encryption algorithms, and hardware identification (TCP/IP address filtering) are key 


features of this process. Pearson VUE’s encryption approach includes the highest level of 


encryption allowed by the US government. When transferring high‐stakes examinations via the 


Internet, the examination is encrypted at both the item level and the session level. 


Candidate registration and client‐specific data are created and accessible through our secure web 


interface. To help protect candidate accounts from unauthorized access, Pearson VUE uses the 


HTTPS protocol (HyperText Transfer Protocol over Secure Socket Layer) to encrypt the 


communication of passwords, personal, and financial information between the web browser and 


the Pearson VUE web server. This level of encryption makes sure that third‐party sites cannot 


inappropriately capture and use sensitive information. 


Pearson VUE utilizes the Secure File Transfer Protocol (SFTP) for transferring data and files 


securely. The SFTP protocol runs over a secure channel of the internet to protect information 


throughout the transfer process. Each customer who requests SFTP be used is provided their own 


SFTP account to segregate data. To validate that only authorized individuals have access to the 


SFTP servers, reviews of SFTP access are conducted on a regular basis.  


Data communications are encrypted using 128 bit TLS/SSL (Transport Layer Security/Secure 


Sockets Layer). Within the network, and, in all systems that access confidential information, the 


use of two‐factor authentication and role‐based permissions limits access to personnel 


authorized to perform specific activities.  


When stored in the database environment or otherwise at rest, information is encrypted using 


AES 256 bit encryption. This secure protocol is enabled to validate that information stored in the 


database is securely maintained. AES 256 has been approved for use by the U.S. government, 


which has validated the effectiveness and security of the encryption protocol.  


Network Security and Firewalls 
Firewalls are utilized to protect the Pearson VUE networks from inappropriate or unauthorized 


access. While Pearson VUEʹs systems work as an integrated solution, the network architecture 


was designed to segregate certain functions to add security layers around sensitive data. 


Firewalls are configured to prevent distributed denial of service (DDoS) attacks on the 


environment. Network traffic and attempts through the firewalls are also closely monitored to 


identify anomalous behavior.  


Pearson also uses Internet web filtering software to prevent access to certain Internet content. 


Sites that are explicitly non‐business related or known to be sources of malware and virus 


infection are blocked. Pearson has extensive email controls to prevent infected email, malicious 


attachments, and phishing attempts from reaching our internal network. The Pearson network is 


virtually free of unwanted, unauthorized email, further protecting the systems and data it 
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supports. These tools, and others, provide a strong “defense in depth” strategy to all 


applications and services running on Pearson systems.  


Intrusion Prevention and Detection  
In addition to above‐mentioned methods, Pearson VUE uses an Intrusion Detection 


System/Intrusion Prevention System (IDS/IPS) to protect our publicly facing gateways and 


specific internal network transit points. Pearson VUE utilizes an IDS/IPS system on all 


externally facing networks. These systems are configured to stop malicious traffic, including 


worms and network viruses, before they affect the network.  


If malicious traffic is identified, the IPS will prevent the traffic from connecting to the 


Pearson VUE network. Malicious content is dropped and potentially malicious behavior is 


identified with logging and analysis functionality. Custom signature files can be deployed to 


protect against zero‐day exploits and manufacturer updates are installed upon receipt. This 


system provides 24x7x365 monitoring and real‐time alerting to the security staff for immediate 


response.  


The IDS/IPS also monitors network activity and audit logs for aberrant behavior. Based on the 


perceived threat, administrators will investigate the activity to determine if the activity is 


associated with a legitimate or malicious user. In the event abnormal activity is identified, the 


user’s session, communicate mechanism and account will be terminated and the necessary 


security incident protocols would be followed. 


Irregularities at the Test Centers 
Pearson VUE will continue to investigate all reports of testing irregularities. We will notify the 


Division within 10 days of each report of testing irregularities when Pearson VUE determines 


that the validity of an individual’s examination result is in question. Pearson VUE will continue 


to provide a system for handling any issues that arise. The VUE Support Services (VSS) incident 


reporting system is a web‐based, password‐protected system that test centers can use to report 


low and normal priority incidents and track their resolution. High priority incidents must be 


reported by phone.  


Incidents reported through this system are typically acted upon within one business day. When a 


service‐affecting event is reported by the test center channel or detected through proactive 


monitoring, an incident is opened in the VSS system. This report contains a description of the 


service issue and is used to transfer information between VSS team members responsible for 


testing and repair. Pearson VUE will contact the Division as soon as possible to notify of a 


suspected cheating incident or candidate disturbance. 
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If the test center administrator or a candidate feels that an incident influenced the candidate’s 


exam experience or exam results, it is the test administrator’s responsibility to report this as a 


candidate incident. Incidents that can affect a candidate’s performance or the candidate’s 


satisfaction with the testing experience always warrant immediate attention. Medical 


emergencies, nearby construction, or even another candidate humming in the testing room are all 


examples of incidents that might distract candidates and affect their performance. Other 


examples might include a power outage, equipment failure, heating/cooling problem, or suspected 


candidate misconduct.  


Properly investigating, documenting, tracking, and responding to security incidents that have 


the potential to impact program integrity is critical, aiding in the development of preventive 


measures to reduce the likelihood of their recurrence. 


Security incidents are defined as adverse events where some aspect of information security has 


been compromised. Compromise occurs when a threat agent (such as an employee, candidate, or 


malicious software) exploits vulnerability and exposes a program asset to some kind of loss. The 


incident may result in the interruption of system or data availability, the compromising of 


program or data integrity, or the loss of data confidentiality. Security incidents may involve 


accidental or deliberate violations by individual candidates, test center personnel or employees, 


failure to maintain appropriate security measures, or outside threats. 


Formal incident reporting and escalation procedures have been implemented at Pearson VUE to 


provide that incidents are reported as quickly as possible to designated points of contact. These 


guide the response team through the various stages of incident identification and assignment, 


response, containment, further investigation, and resolution. Responsibilities and procedures are 


in place to handle security incidents once they have been reported to provide for a quick, 


effective, and orderly response. Evidence is collected and, where appropriate, preserved for the 


purpose of potential disciplinary or legal action. 


Incidents are communicated and tracked in a manner allowing appropriate and timely corrective 


action to be taken. Clients affected by the incident are involved in the response process.  


We will work with the Division to understand the involvement you require, whether you want 


to be notified and involved immediately or prefer our security team to notify once we have 


investigated an incident. 


Incident Reporting System Upgrade 


Pearson VUE is investing significantly in our internal incident reporting system. Both the 


technology and our related operational processes are being upgraded beyond the standard 


functionality, which will enable us to offer even more reliable customer service capabilities for 


the Division and its test takers.  
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The new system, ServiceDirect, will be tightly integrated to our testing platform, streamlining 


the customer service and incident management functions at Pearson VUE. ServiceDirect allows 


for more rigorous and specific categorization of incidents, which will help us manage incidents 


more efficiently within a shorter timeframe, improving the effectiveness of Pearson VUE support 


for both test center staff and candidates. Our personnel will also be able to more easily access 


client policies and procedures, as well as quickly locate information related to current incidents.  


Ultimately, the Division will benefit from the following enhancements:  


 Better awareness of incident trends due to more cohesive and comprehensive reporting  


 Quicker resolution of issues as a result of workflow automation 


 Fewer incidents overall as test center management will be able to tailor staff training to 


mitigate incidents whenever possible 


Candidates will also enjoy a better testing experience as a result of improved processes, 


including: 


 Automated emails for open customer service cases, providing clear status updates 


 Automated emails that quickly notify candidates of site closures due to inclement 


weather and provide simple rescheduling options 


 Speedy resolution of testing questions through our new self‐service knowledge base, 


which allows our staff to quickly search for and find answers to common candidate 


concerns 


Further, ServiceDirect will improve response time to candidates affected by site closures due to 


inclement weather and other unforeseen events. The system uses automated email notifications 


to contact candidates and inform them of site closures. As an example, during the week of 


January 18, 2016, Pearson VUE used the new system to communicate with over 2,500 candidates 


regarding site closures due to storm system Jonas. This streamlined process allowed 


Pearson VUE to reschedule appointments more efficiently and effectively than ever before. 


Overall, ServiceDirect will translate to more efficient incident management, greater visibility 


into the Divisionʹs testing program, and a more convenient candidate experience. 


ServiceDirect is currently being piloted in a limited number test centers; it is anticipated to be 


implemented company‐wide in late 2016.  
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3.2.1.5  Provide detailed instructions for the supervision of uniform administration of the exams and appropriate 


maintenance of attendance rosters by center personnel; 


Below, Pearson VUE has detailed our instructions and training to our test center staff for the 


supervision of uniform administration of the exams.  


Regarding maintenance of attendance rosters, for maximum security, Pearson VUE’s test 


delivery system maintains each candidate’s assigned workstation ID number with his or her test 


result file, eliminating the need for paper seating charts or attendance roster. As each candidate 


completes the check‐in process and sits for the scheduled exam, the Pearson VUE Test Delivery 


System records their attendance and exam results. This information is provided to our clients 


within the daily secure results data transmission and within formal reports generated within 


our Business Intelligence‐supported reporting platform, IntelliVUE™. 


Company-Owned Test Center Staffing and Training 


The key to excellent test center service for both examinees and clients is the quality of the test 


center staff. Pearson VUE recruits and hires only qualified personnel to operate this critical 


component of our service. We carefully screen all applicants, subject them to a criminal 


background check, and evaluate them for a variety of skills, including personal communication. 


As a condition of employment, Pearson VUE’s proctors and test center managers agree to adhere 


to a set of standards and a code of behavior designed to provide a fair, equitable, and honest test 


administration. In addition, we take great care to avoid potential conflicts of interest; for 


example, personnel cannot be associated with the examination program or other organizations 


involved with the development or administration of the examination program. 


Staffing Structure 


For the staffing of our test centers, Pearson VUE maintains a minimum ratio of 1:8 – that is, one 


staff member for every eight testing candidates.  


A five‐tiered staffing structure permits Pearson VUE to manage this key component of our 


business, the testing channel, from all levels. (See Figure 10.) 
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Pearson VUE maintains our clients’ testing procedures through two important ways: (1) hiring 


test center staff best suited to the work, and (2) a comprehensive training and certification 


program. Pearson VUE will manage our test center staff in Nevada through a comprehensive 


approach to provide a positive test taker experience that is secure and consistent. 


Training and Certification  


Pearson VUE continually updates training curriculum and focuses on the duties and 


responsibilities of test center administrators for each client. We have developed a certification 


exam for our testing administrators to make sure each administrator is fully qualified in all 


aspects of test center operations. All test center staff in Nevada is required to pass the annual 


Pearson VUE Test Center Professional Certification Exam, which is reviewed on an annual basis 


to make certain that any new procedures to address risks are appropriately included in the exam. 


In addition, our test center personnel receive monthly newsletters and communications, which 


would include, if necessary, information about any new potential security risks.  


Figure 10. The key to excellent test center service for both examinees and clients is the quality of 
the test center staff, managed via a five-tiered structure. 
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In the event of an emerging or an immediate threat, we will proactively educate our test center 


personnel and/or update our policies and procedures. For example, wearable technology is an 


emerging security risk to the testing industry. To respond to this risk, we conducted a pilot to 


change our process for inspecting candidate eyeglasses for built‐in technology/recording devices 


to more effectively prevent misconduct from occurring within the testing room.  


As a result of the successful pilot, we have developed a training module designed to specifically 


educate our test center personnel on how to identify a variety of wearable technologies that 


could be utilized by candidates to cheat or steal intellectual property. 


While an immediate threat has not occurred, we would promptly communicate to our TAs the 


immediate threat, our mitigation procedures, and next steps. 


In addition to the certification exam, test center staff members receive ongoing training in the 


form of interactive eLearning, which highlight the major content categories (test center staff 


responsibilities, hardware/software, admissions, and security). We provide these courses to test 


center staff and review them on a periodic basis. 


Test center staffers also receive hands‐on training at the test center by either a regional or test 


center manager to help them practice the skills they read about in the guide and training. We 


provide training agendas to be sure that trainers address all key concepts. 


Pearson VUE will provide training and a test center administration reference manual to test 


center staff and the Division. We have included the table of contents from the Pearson VUE 


Company‐owned Test Center Policies & Procedures Guide in Appendix I. This guide shows the 


types of support we give our center administrators in using our software applications, 


understanding policies and procedures, and becoming familiar with the requirements of each 


testing program.  


In addition, our channel quality team will work with the Division to develop a Division‐specific 


Client Guide, which will be provided to all test center staff. This guide augments our general test 


center guide by providing our test administrators with client‐specific policies. Examples may 


include special documentation that must be collected or handed out during check‐in or specific 


rules on candidate breaks during the exam that must be enforced. 


A large portion of the Nevada test center staff training sessions is devoted to security. We train 


our proctors to identify fraudulent behavior and to report any irregularities of any type to the 


test center manager. 


Test Center Staff Responsibilities 


As previously stated, we train each staff member to perform these duties in concert with our 


established policies and procedures. 
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Below, we have listed the primary responsibilities of Pearson VUE’s test center staff: 


 Performs daily site opening and closing procedures 


 Assures that equipment is operational and test stations are free of extraneous materials 


 Reviews daily transmissions for status: 


 Test results upload from prior day’s testing 


 Daily download of exams and site schedule 


 Checks in candidates and verifies identification 


 Conducts the appropriate identity verification (e.g., digital photograph, electronic 


signature) and biometric checks (e.g., palm vein scan) 


 Explains the test process briefly and asks candidates to place all personal belongings, 


such as briefcases and calculators, in lockers 


 Escorts candidates to assigned test station 


 Launches the exam and tutorial for candidates  


 Answers any questions before the timed portion of the test begins 


 Actively monitors examinees 


 Prints score reports after candidates complete test 


 Records and reports problems or discrepancies 


In addition, our staff cleans each center on a daily basis. For security reasons, we do not hire 


outside cleaning crews. 


PVTC Staffing and Training 
We require that a certified proctor or administrator staff each test center whenever exams are 


delivered in our PVTC network. Because each proposed PVTC in Nevada has 10 seats or less, the 


ratio of candidates to proctors will not be more than 10:1. The next level of our staffing control 


processes is through our test center channel operations structure.  


Our central channel operations and quality team provides support to the test center staff in each 


region in conjunction with our VUE Support Services (VSS) incident reporting system: 


 The channel quality team helps to maintain high‐quality staff at the test centers for 


which they are responsible by following up with sites that are not following proper 


procedure, providing training modules to staff, and supplying online policies and 


procedures guides. 
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 Our VSS team provides 24/7 support to all test centers, promptly resolving all technical 


incidents that are routed through our VSS incident reporting system. The team also 


answers many non‐technical, policy‐related questions when possible. Client‐specific 


incidents will be tracked and available to the test center quality team and the program 


management team for appropriate action.  


Prior to being authorized to deliver Pearson VUE client exams, the staff is trained using a series 


of training modules in the form of interactive eLearning, all of which are 30 minutes or less and 


can be downloaded from the VSS website.  


Some of the modules include topics such as: 


Module Description 


Test Administrator 


Responsibilities 


General expectations for a test administrator 


Test Center 


Software/Hardware Used 


Overview of the hardware and software used for 


testing 


VSS Website Tutorial of how to use the incident reporting 


system 


Test Center Daily Startup Steps to follow in getting the test center ready 


for the day as well as closing down at the end of 


the day 


Test Center Admissions Admitting candidates, managing exam delivery, 


and proctoring 


Test Center Security Security policies and expectations as well as 


how to spot and respond to candidate 


misconduct 


After successfully completing these training modules, proctors will have to pass a Pearson VUE 


test center certification exam before administering exams. Each year, the test administrator (TA) 


certification exam is reviewed to make certain that any new procedures to address risks are 


appropriately included in the exam. In addition, our test center personnel receive monthly 


newsletters and communications, which would include, if necessary, information about any new 


potential security risks. 
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In the event of an emerging or an immediate threat, we will proactively educate our test center 


personnel and/or update our policies and procedures. For example, wearable technology is an 


emerging security risk to the testing industry. As previously stated, to respond to this risk, we 


conducted a pilot to change our process for inspecting candidate eyeglasses for built‐in 


technology/recording devices to more effectively prevent misconduct from occurring within the 


testing room.  


As a result of the successful pilot, we have developed a training module designed to specifically 


educate our test center personnel on how to identify a variety of wearable technologies that 


could be utilized by candidates to cheat or steal intellectual property. 


While an immediate threat has not occurred, we would promptly communicate to our TAs the 


immediate threat, our mitigation procedures, and next steps. All test center staff will also be 


required to recertify annually. Follow‐up training, development, and monitoring of the test 


center staff is the key to the successful implementation and ongoing operation of your test 


centers. 


In addition, we provide staff with a comprehensive guide to reflect Pearson VUE’s policies and 


procedures. The current Pearson VUE Authorized Test Center Policies & Procedures Guide Table 


of Contents, which shows the types of support we give administrators in using our software 


applications, understanding policies and procedures, and becoming familiar with the 


requirements of each testing program, is located in Appendix J.  


As with our company‐owned locations, PVTC staff will also have access to the Division‐specific 


client guide. 


3.2.1.6  Include a detailed explanation of the maintenance of each candidate notification, while giving a detailed 


explanation of procedures for both passing and failing candidates; and a strength/weakness analysis for both passing 


and failing candidates with the exam results; 


Pearson VUE will score examinations and will immediately notify candidates of their results 


through the provision of an on‐site, written, photo‐bearing score report. (See Figure 11.) 


Pearson VUE will provide the Division’s candidates with score reports at the check‐out desk 


immediately after they finish their examinations. The photo on each score report is derived from 


the photograph taken during the candidate check‐in process, making sure that score reports are 


accurately distributed to candidates. 


Test administrators will not distribute a score report until a candidate has returned all testing 


materials (if applicable) and all other sign‐out procedures have been completed. As the candidate 


approaches the administrator workstation, our test administrators verify their name by asking 


to see the primary ID they took into the testing room, and also verify that the name on the score 


report matches the name of the candidate. 
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Passing candidates will receive a photo‐


bearing score report that includes the 


candidate’s name and address, test date, and 


candidate identification number. Score reports 


for passing candidates can also contain other 


specific data as defined by the Division, such as 


“next steps” for licensure.  


Failing candidatesʹ photo‐bearing score reports 


will include the individualʹs overall numerical 


score and the passing score, with an additional 


breakdown of individual results by major 


category. This strength and weakness section of 


the report clearly shows examination results 


and candidate performance by content 


area. While we encourage candidates to study 


all areas before retaking the exam, this 


valuable diagnostic information can be used in 


conjunction with the content areas in the 


candidate brochure to help failing candidates 


evaluate their own knowledge, determine their 


strengths and weaknesses, and focus their study 


before retaking the exam. Failing score reports 


will also contain specific instructions and rules 


for re‐examination as specified by the Division. 


Pearson VUE will not advise candidates of their performance on pretest items, which are not 


considered in scoring their examinations.  


If unforeseen circumstances (e.g., equipment failure, power outage, etc.) should prevent the 


provision of written score reports to candidates, site personnel will advise candidates that a 


score report will be generated and sent via email, if allowed by the Division. Duplicate score 


reports are available to the candidate at no additional charge. 


Online Score Report Authentication 
The Pearson VUE score report will contain a unique validation code that a potential employer or 


other interested third party can use, through the Pearson VUE website, to verify that the score 


report is authentic. We call this technique our Online Score Report Authentication system. (See 


Figure 11. Immediately following the completion 
of the exam, Pearson VUE will provide candidates 
with an on-site, written, photo-bearing score 
report. 
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Figure 12.) It’s an easy to use, yet secure way of allowing potential employers to verify a 


candidate’s score report and speed up the employment process.  


Employers wishing to validate a score report must first obtain both the validation code and the 


registration ID number from the candidate, and then enter that information on the Pearson VUE 


website. Once submitted, Pearson VUE’s system automatically retrieves an electronic file that 


contains the candidate’s name, test result, and, if applicable, photo. 


 


3.2.1.7 “Candidate notification” refers to the score report issued to each candidate following the examination; 


Pearson VUE understands that “candidate notification” refers to the score report issued to each 


candidate following the examination. As previously stated, Pearson VUE will score 


examinations and will immediately notify candidates of their results through the provision of an 


on‐site, written, photo‐bearing score report. Pearson VUE will provide the Division’s candidates 


with score reports at the check‐out desk immediately after they finish their examinations. The 


photo on each score report is derived from the photograph taken during the candidate check‐in 


process, making sure that score reports are accurately distributed to candidates. 


3.2.1.8 Include in detail to what extent and how contractor will proctor exams; 


Following candidate check‐in procedures at the check‐in desk, a test center staff member explains 


the testing procedures, including instructions about the tutorial, how to alert the test center 


Figure 12. Score reports issued to candidates will contain a validation code for authentication at 
Pearson VUE’s website. 
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manager or proctor during the examination, and what to do at the conclusion of the 


examination. 


The administrator then escorts the candidate to the testing station, where the final confirmation 


process is completed. In order to prevent cheating, workstations are equipped with partitions (as 


shown in Figure 13), or a privacy screen 


affixed to the monitor, to prevent 


viewing another candidate’s computer 


screen. As an added security measure, 


administrators do not seat candidates in 


adjacent workstations whenever 


possible. Pearson VUE’s test delivery 


system maintains each candidate’s 


assigned workstation ID number with his 


or her test result file, eliminating the need 


for paper seating charts. Pearson VUE 


will maintain electronic files of 


performance for examination 


administration in accordance with 


defined required retention periods. Pearson VUE follows best practices for data retention as 


defined by international standards, testing industry standards, the federal government, and state 


legislation and regulations. Pearson VUE’s data retention practices are dependent upon factors 


including the specific type of electronic record as well as business, regulatory, and other 


compliance requirements. 


Before a candidate’s workstation delivers an exam, the test center administrator must log on to 


the workstation using a special ID and password and then select the appropriate candidate 


name. The system logs and prevents all attempts to access a test with an incorrect ID and 


password. Test questions are unencrypted and delivered from the LAN server one at a time 


during the test administration and are encrypted again once the candidate moves to the next 


question. The system also prohibits access to the entire test file from the candidate’s 


workstation. The test administration application locks the candidate out of all other 


applications on the computer until the test is complete. All items in our examinations are 


randomly sequenced in every delivery, which acts as an additional security safeguard that 


prevents candidates from cheating. 


At company‐owned centers, before the examination begins, the proctor provides the candidate 


with one erasable note board, should the client elect to do so. If the candidate fills the note board 


during the exam, the candidate may raise his/her hand and the proctor will exchange the full 


board for an empty one. After the test is complete, it is immediately scored. During the checkout 


Figure 13. Our company-owned test center workstations 
are equipped with partitions (as above) or a privacy 
screen affixed to the monitor to prevent viewing another 
candidate’s computer screen. 
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procedure, the erasable note board is collected (if applicable) and the candidate receives a copy of 


his/her score report before leaving the test center. 


Secure Proctoring and Test Center Design 
Pearson VUE‐owned test centers are 


purpose‐built for secure testing. In 


each center, the testing room is fully 


isolated from the waiting rooms, 


with access controlled by the 


proctor using biometric verification 


(as described below). The proctor, 


who typically sits in a dedicated, 


glass‐partitioned station, has a full 


view of each test delivery 


workstation without obstruction, 


augmented by real‐time digital 


video/audio surveillance and 


recording. (See Figure 14.) Secure 


storage is provided for exam exhibits 


and other testing materials, and lockers are offered for candidates’ personal belongings. 


Our Authorized third‐party locations must comply with Pearson VUE’s strict standards to make 


certain that candidates can test in a quiet environment that is free of distractions. All third‐


party test centers undergo a screening process prior to receiving authorization by Pearson VUE. 


We perform this screening in order to filter out organizations that may not be able to meet 


minimum facility, service, and security standards. Additionally, our PVTCs offer locked space 


and, often, lockers for storage of personal belongings. Authorized PVTCs are typically 


community colleges, training centers, and other education sites. 


Secure Exam Session Monitoring 
A state‐of‐the‐art digital video recording (DVR) system with 24/7 recording capability monitors 


all test center activity in the lobby, proctor desk, and test delivery work area in all company‐


owned test centers from above. In our company‐owned test center testing rooms, there is 


typically one camera for every two workstations, but at least three cameras throughout the 


testing room. The cameras are directly connected to the DVR system and video is projected onto 


the proctor’s workstation to assist in monitoring test delivery. The proctor’s workstation 


contains proprietary software that displays live video from the DVR, providing a clear view of 


each testing workstation and the candidate environment. By recording the work surface from 


Figure 14. In many of our company-owned sites, a soundproof, 
glass-partitioned proctoring station provides full view of each 
test delivery workstation without obstruction. 
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above, the system can clearly monitor the environment without recording test data on the 


delivery workstation. In addition, the DVR system records and stores video clips for 30 days in 


an encrypted, proprietary format. In the event of a security breach, the video clips can be 


exported and provided to the Division, upon request, for incidents reported within 30 days of the 


testing event. Figure 15 shows a sample security 


camera in a typical company‐owned test center. 


In addition, there is a microphone in the testing 


room to capture audio, which is amplified and 


monitored by the proctor to make sure that 


testing candidates aren’t speaking to each other. 


All audio and video feeds are directly connected 


to a server in our secure, on‐site data closet, 


recorded to disk, and retained for 30 days. Live 


or recorded video is locally or remotely 


accessible to appropriate Pearson VUE staff.  


Within our Authorized centers, at least one certified proctor or administrator monitors the test 


delivery work area whenever exams are being delivered and provides a clear view of each test 


workstation and the candidate environment. We train proctors in all test center types to identify 


suspicious or fraudulent behavior and to immediately report irregularities to the test center 


manager or to the compliance and security team. Live or recorded video within our proposed 


PVTC sites is first downloaded and then sent to our channel quality team for any required 


review. 


3.2.1.9  Verify identity of test candidate by use of government‐issued photo identification; and 


For maximum security, Pearson VUE recommends that each candidate present two forms of 


identification with signatures, one of which must be photo‐bearing, such as a driver’s license or 


passport. This photo‐bearing identification with signature is used to verify the candidate’s 


signature on the sign‐in roster. The proctor carefully checks the ID to confirm its validity, and 


then verifies the information on the ID with the candidate’s details as they appear on the 


schedule. ID requirements may be customized to fit the Division’s specific requirements.  


Candidates provide a digital signature at the start of the check‐in process as evidence of their 


agreement with the testing rules (a sample of which is contained in Appendix K behind Tab IX). 


The administrator also takes a high‐quality digital photo using inbuilt image‐quality 


intelligence software to produce a standardized passport‐style photo of the candidate that meets 


rigorous quality standards. The administrator compares the signature and photo on screen to 


Figure 15. State-of-the-art digital and audio 
capture technology within our company-owned 
sites, including ceiling-mounted cameras, help to 


k     d i i d l  
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those on the candidate’s ID and, if the candidate has tested with Pearson VUE before, to those 


displayed from the prior test administration. 


Furthermore, our proprietary admissions software automates all aspects of the candidate check‐


in process at the test center. (See Figure 16.)Check‐in steps and identification requirements can be 


configured to meet Division‐specific requirements. The unified scheduling and admissions system 


automatically enforces business rules such as authorization to test, retest policies and waiting 


periods, registration blocks (for individuals prohibited from testing), and identification 


verification requirements. 


3.2.1.10  Include a detailed explanation of the maintenance of each candidate‐generated answer after any exam 


administration. 


As stated, for computer‐based administration of the Nevada professional examination services 


program, Pearson VUE will deliver the examinations via the Pearson VUE Test Delivery System 


using the industry’s most advanced, secure, and reliable testing technology.  


Once the exams are published, our test driver software, the central component of test delivery 


technology, is used to present test items to candidates. The Pearson VUE test driver assists 


Figure 16. Our test center staff will use proprietary admissions software providing 
onscreen steps (as seen above) to guide them through the check-in process, all according 
to state agency business rules. 
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candidates as they navigate through the examination. The test driver selects and sequences 


items, displays them to the candidate, scores the exam, and prints a score report. Along the way, 


it writes a results file after every item, so the candidate can be restarted where he or she left off 


in the unlikely event that the testing workstation has a problem.  


Each time our software connects to the hub, we return any completed results files. A hub process 


watches for new results that come back. Each result is converted to a standard internal format 


and then archived. A few key data elements such as the score and the pass/fail grade are stored in 


the database for reporting purposes. The results file is then formatted into one or more data feeds 


to meet the specific needs of the client. 


3.2.2 Testing Facilities:   


Proposal must: 


3.2.2.1 Provide for acceptable physical facilities to meet the demands of exam administrations at a minimum of three (3) 


exam centers throughout the State, preferably centrally located to serve Las Vegas, Reno and Elko, including the 


surrounding areas, and for each testing facility include days/hours of operation, list of closed holidays, and number of 


days in operation per calendar year. 


As an inherent result of administering several state 


licensure and professional certification programs 


within the State of Nevada, including the current 


insurance licensure program, Pearson VUE 


maintains an extensive test center presence in 


Nevada and will continue to maintain testing 


locations throughout the State. For administration 


of all computer‐based theory examinations, 


Pearson VUE is pleased to offer the Division three 


test centers within the cities of Las Vegas, Reno, 


and Elko. Further, Pearson VUE will provide the 


Division with an additional 13 Authorized third 


party test center locations throughout the State. 


Pearson VUE’s test center solution completely 


exceeds the RFP’s coverage requirements and will 


provide ample and convenient testing 


opportunities to Nevada test takers.  


Pearson VUE’s experienced channel operations 


team conducted a thorough analysis, including the 


current test center configuration servicing Nevada 


test takers today, Nevada candidate testing 


Figure 17. Pearson VUE will provide test centers 
in Nevada as shown above. 
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patterns experienced over the last three years, state population clusters, and typical travel routes 


encountered to the current and proposed testing locations. The results of this analysis show that 


Pearson VUE’s proposed test center solution provides abundant and convenient testing 


opportunities to Nevada test takers while remaining a cost‐effective solution for candidates.  


To accommodate Nevada real estate professional candidates, Pearson VUE will provide test 


centers in the following locations (also shown in Figure 17): 


Region Location Test Center Type Workstations Forecasted Schedule* 


Las Vegas 


Las Vegas I Company-owned 13 


3 days per week, 8 hours per 


day  


2 days per week, 9 hours per 


day 


Las Vegas II Authorized 3 


Authorized center hours vary 


by local candidate demand 


Las Vegas III Authorized 8 


Las Vegas IV Authorized 7 


Las Vegas V Authorized 7 


Las Vegas VI Authorized 4 


Las Vegas VII Authorized 4 


Las Vegas VIII Authorized 2 


Henderson Authorized 7 


Reno 


Reno I Company-owned 9 
4-5 days per week,  


8-12 hours per day 


Reno II Authorized 2  


 


 


Authorized center hours vary 


by local candidate demand 


Reno III Authorized  


Reno IV Authorized  


Sparks Authorized 6 
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Region Location Test Center Type Workstations Forecasted Schedule* 


Elko Elko Authorized  


Round 


Mountain 
Round Mountain Authorized  


* Forecasted schedules are subject to change with advance notice based on volume fluctuations.  


Based on the above schedules, each of our PPCs is open up to 260 days a year. The schedule of 


PVTCs varies based on demand. The days and hours PPCs and PVTCs are open can be extended 


in response to increases in candidate volume. Pearson VUE test centers typically observe the 


following holidays: 


 New Year’s Day    Labor Day 


 Martin Luther King, Jr. Day   Thanksgiving Day 


 Memorial Day   Christmas Day 


 Independence Day   


Each of our proposed PPCs is open up to 260 days a year. The schedule of PVTCs varies based on 


demand. The days and hours PPCs and PVTCs are open can be extended in response to increases 


in candidate volume. 


Under a pursuant contract, we will also extend to the Division the opportunity to serve the US 


military community through Pearson VUE’s expansive network of on‐base test centers in the US 


and overseas. Pearson VUE is dedicated to offering military personnel and their spouses the 


opportunity to pursue their chosen careers, including careers in real estate, as they transition 


into the civilian workforce. Pearson VUE has partnered with Department of Defense education 


centers and base‐sponsored testing centers, and provides testing, upon request, for troops at 


forward‐operating bases and installations that lack easy access to conventional testing 


facilities. Nearly 120 testing locations at US military installations worldwide offer 


Pearson VUE testing to the six‐million‐member military community. Two of our clients, the 


Florida Department of Education and the Florida Department of Law Enforcement, have received 


awards recognizing their on‐base testing. 
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Neighboring Pearson VUE-Designated Locations 
Candidates are also welcome to test at nearly 300 Pearson VUE test centers throughout the 


United States, including the 20 company‐owned and, should the Division elect, four authorized 


locations in the neighboring, contiguous states of Arizona, California, Idaho, Oregon, and Utah.  


State Location Test Center Type Workstations 


Arizona 


Chandler Company-owned 23 


Phoenix Company-owned 23 


Tucson Company-owned 8 


Kingman Authorized 9 


Bullhead City Authorized 8 


California 


Anaheim Company-owned 28 


Fresno Company-owned 12 


Gardena Company-owned 30 


Oakland Company-owned 30 


Pasadena Company-owned 23 


Redding Company-owned 9 


San Diego Company-owned 15 


Santa Maria Company-owned 9 


San Dimas Company-owned 30 


Sacramento Company-owned 15 


Auburn Authorized 11 
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State Location Test Center Type Workstations 


Placerville Authorized 10 


Idaho 


Boise Company-owned 15 


Pocatello Company-owned 9 


Oregon 


Medford Company-owned 9 


Beaverton Company-owned 15 


Salem Company-owned 10 


Utah 


Ogden Company-owned 8 


Draper Company-owned 23 


Test Center Benefits to the Division 


Highlights of our test center solution include the following features and benefits: 


Test Center Feature Benefit 


All sites with the exception of Elko are company-owned 


and -operated. 
Provides maximum security and control 


95 total seats – over percent of which are at our 


company-owned and -operated sites 


Equipped to handle multiple candidates 
testing simultaneously 


Sites are located in the major population areas of the 


State and will expect to handle 100 percent of total 


annual volume. 


Conveniently located and accessible to your 
candidates 


All company-owned sites regularly offer evening and 


weekend hours. 


Accommodating to candidates with varying 
schedules and availability 
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Test Center Feature Benefit 


Schedules can expand to up to 12 hours per day, six 


days a week at company-owned sites – and even up to 


seven days a week if volume continually exceeds 


capacity. 


All sites meet ADA requirements and our company-


owned sites can accommodate fingerprinting activities. 


All candidates, regardless of disability, are 
able to test at Pearson VUE test centers 


Our Nevada test center network is augmented by 13 


additional company-owned sites and, should the 


Division elect, up to four authorized sites in 


neighboring states, as illustrated on the preceding 


page. Greater convenience and accessibility to 


candidates in various geographic locations  


Nevada real estate candidates may also test across the 


United States at no additional charge through our 


expansive national test center network, including more 


than 2,800 seats in nearly 300 company-owned sites. 


Pearson VUE-Owned Test Centers 
Pearson VUE is pleased to offer the Division our company‐owned and ‐operated test sites in 


Reno and Las Vegas. As previously stated, Nevada real estate candidates will have access to our 


national network of nearly 300 company‐owned sites, including 20 sites in neighboring states. 


Our Americas‐based National Regulatory Channel currently has over 2,800 seats and a combined 


total of more than 10 million testing hours available to your candidates, and we constantly 


monitor these numbers to make increases when needed.  


Introducing our Company-Owned Test Centers 


We purpose‐built our network of company‐owned and ‐operated test centers with a focus on 


security, comfort, service, and efficiency. The thoughtfully planned and carefully controlled 


testing environment offers the following features and benefits to our clients and their candidates: 
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Benefit Feature 


Encourages peak 
performance from 
candidates 


Exclusively used for high-stakes testing and related services 


Advanced facility design, including dedicated testing room, separate 


check-in area, and a locker to store personal belongings for every 


test taker 


Thoughtfully and carefully designed for optimum test taker 


performance 


Designed to be quiet and distraction-free 


Compliant with the Americans with Disabilities Act (ADA) and able to 


accommodate individuals with special needs 


Testing schedules based on client needs and projected volume, 


allowing us to easily adjust operating hours to meet demand 


Offers the highest 
standards of security 


Staffed by our own employees with a minimum 8:1 candidate-to-staff 


ratio  


Staff directly hired, trained, and managed by other Pearson VUE 


employees 


Digital video monitoring and recording of each testing session; all 


sites also have audio recording 


Direct line of sight into the testing room 


Dedicated server sharing encrypted data 


Admissions data, including electronic signature and digital 


photograph 


Powerful biometrics, including palm vein scan 


Workstations secured by either privacy screens on the monitors or 


physical dividers between workstations 
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Benefit Feature 


Carefully selected to 
support high-stakes 
testing 


Located in professional office buildings  


Convenient restrooms 


Comfortable testing environment: climate controlled, no harsh 


chemical smells, and low-noise 


Power sufficient for workstations, server, administrator workstation, 


and peripherals 


Convenient to public transportation and/or major highways 


Ample free parking is available at most PPC locations 


Physical Layout 


Figure 18 displays a sample floor plan for a typical company‐owned testing center. The plans 


show the essential features of a typical test center. Each exam delivery station offers a private, 


Figure 18. The above is a typical floor plan for Pearson VUE-owned sites that will be used throughout 
Nevada, neighboring states, and nationwide for delivery of the Division’s professional examination 
services program. 
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distraction‐free environment that is secure and continually monitored by a test center 


administrator. We provide special accommodations for examinees that meet our client’s 


requirements for special needs. All centers are fully ADA‐compliant and most have at least one 


adjustable‐height workstation for wheelchair access. Many of our sites have special needs rooms 


where we can accommodate readers or other privacy needs.  


In addition to the exam delivery workstations, each company‐owned site includes: 


 An area for welcoming examinees 


 A waiting area with seating for examinees 


 Work areas for test center staff 


 Lockers in which examinees can store their personal belongings during testing 


 A server on which the downloaded exams and delivery software are stored 


Each test delivery workstation is in full view of the proctor. Video surveillance and audio 


equipment enhance the security of the testing area. We retain a recording of all sessions for at 


least 30 days. 


Pearson VUE’s test center operations department monitors candidate reservation‐to‐seating 


timeframes on a daily basis. We provide these findings internally to our customer operations 


groups to make certain that reservation accommodation times meet both Pearson VUE’s internal 


standard and those specific to client business rules. In addition, the Division’s dedicated 


program manager can access this information at any time.  


In order to show the Division the benefit of testing in these locations, a 360 degree panoramic 


photo tour of a typical company‐owned site is available online at www.pearsonvue.com/ppc. 


Examination Room 


The examination rooms in all company‐owned test centers are equipped and maintained for 


comfortable environmental conditions for candidates. Each test center has adjustable chairs and 


secure, comfortable testing at each workstation. Test center staff can also provide candidates 


with ear plugs. 


Workstations 


We have designed all of our workstation configurations to maximize security within the given 


test center location. We place each test delivery workstation on a clean surface that has no 


obstructions overhead or underneath.  


Candidates sit at either:  


 Three‐sided cubicles whose walls extend above and between the candidates; 
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 Desk space with movable partitions placed between workstations; or 


 Carrels with privacy screens placed over each monitor for security and privacy.  


In addition, each Pearson VUE company‐owned test center typically has at least one height‐


adjustable desk for candidates who require a non‐standard height desk. There is adequate space 


around the desk and workstation to allow the candidate to move while taking the test. 


Consistent Test Center Experience 


Company‐owned test centers are purpose‐built to offer candidates a consistent testing 


experience. Whether testing in Las Vegas, New York City, or Honolulu, candidates can expect a 


near identical layout – from the carpeting to the paintings on the wall to the workstation 


equipment. We planned every aspect of the design with a specific purpose in mind. 


Rules and Regulations for Candidates 


We ask candidates to arrive at their chosen test center 30 minutes prior to their test start time. 


The schedule of candidates testing each day is prepared before testing starts and staff uses it as a 


register of attendance. Upon arrival, the test center staff confirms the candidate’s name, the test 


for which they are scheduled to sit, and the time of the appointment. The staff then gives the 


candidate a set of rules and regulations to read in the waiting area, which we can customize for 


the Division.  


The standard set of rules provided cover such topics as: 


 Which items are allowed in the testing room 


 Where to store items not allowed in the testing room, including mobile phones 


 What to do if you have a question 


 Health and safety rules 


Technical Refresh at Test Centers 


In 2014, Pearson VUE completed a technical refresh for the hardware in all company‐owned test 


centers. This refresh involved the upgrade of servers and test administration workstations.  


Below are the configuration minimums for all of our company‐owned test centers:  


 Intel® Core™ i5 Processor 34703 (2GHz, 6M, HD2500 Graphics) 


 HP Compaq Pro 6300 SFF 


 4 GB of RAM  


 500 GB hard disk  
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 NVIDIA NVS 300 PCIe Graphics card with 512MB of dedicated graphics memory 


 USB keyboard and optical mouse  


 Headphones 


 Quiet keyboard  


 LAN connection  


 24” ViewSonic LED screen monitor, resolution 1920x1080 


 DVD‐ROM ODD drives  


 Windows 7 Professional 64‐bit operating system 


All Pearson VUE test centers are equipped with our proprietary Site Manager application. Site 


Manager allows the channel partner and/or Pearson VUE to add testing stations and/or expand 


hours of operation to enhance and customize their services to all test takers, especially during 


peak testing periods. In addition, channel teams provide support to assist with volume 


forecasting and can add scheduling scenarios to individual sites to increase efficiency and 


maximize capacity. 


Pearson VUE Authorized Test Centers (PVTCs) 
In addition to our network of company‐owned sites, Pearson VUE offers clients our 


Pearson VUE Authorized Test Centers (PVTCs) – testing facilities owned and operated by third‐


party business partners who adhere to strict security and administrative standards established 


by Pearson VUE.  


Pearson VUE typically offers these sites in order to provide convenient testing opportunities for 


candidates in low‐volume regions (usually rural parts of a state) or to supplement company‐


owned sites in metropolitan areas. For the Nevada real estate program, our proposed PVTCs in 


Elko, Las Vegas (seven locations), Reno (two locations), Henderson, Round Mountain, and 


Sparks will handle just 25 percent of the Division’s total annual volume, with the other 75 


percent testing at our company‐owned sites. 


Our carefully selected PVTCs are experienced in the administration of high‐stakes examinations 


to various professional licensure regulatory bodies and credentialing organizations throughout 


the United States and understand the needs of high‐stakes testing clients. These facilities are 


part of the Pearson VUE Test Center Network and must meet our stringent security, technology, 


and administrative standards. PVTCs are typically community colleges, training centers, and 


other education sites. 
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Each facility must comply with Pearson VUE’s strict standards to make certain that candidates 


can test in a quiet environment that is free of distractions. PVTCs are located in quiet, secure, 


quality locations that are conducive to candidates having a positive and successful testing 


experience. Many of our PVTCs consist of government training centers and academic 


institutions, making the test sites convenient to candidates. In addition, all centers are 


compliant with the Americans with Disabilities Act (ADA). 


A 360 degree panoramic photo tour of a sample PVTC site is available online 


at https://home.pearsonvue.com/Test‐Owner/Deliver‐your‐exam/Pearson‐VUE‐test‐center‐


network/Pearson‐Authorized‐Test‐Center‐Tour.aspx. Please note our PVTCs vary in layout and 


size. While this sample is not indicative of all sites, it does illustrate some of the features that 


we require as part of our stringent PVTC requirements. 


US Military On-Base Testing 
Additionally, we offer the Division the opportunity to serve the US military community through 


Pearson VUE’s expansive network of on‐base test centers in the United States and overseas. (See 


Figure 19.) Pearson VUE is dedicated to offering military personnel and their spouses the 


opportunity to pursue their chosen 


careers as they transition into the 


civilian workforce.  


Pearson VUE began building this 


channel following a US Department 


of Defense (DoD) workforce 


professionalization directive in 


2005. Since then, Pearson VUE’s 


partnership with the DoD has 


resulted in a wide range of licensing 


and credentialing opportunities for 


service members, spouses, 


dependents, contractors, and 


veterans at times and locations 


that accommodate their varying 


schedules. Our initiative also benefits clients by providing established access to this market of 


talented individuals, whose extensive military training and experience can easily translate into 


professional licensure or certification.  


Similar to our third‐party test centers, on‐base test sites are operated under contract with 


Pearson VUE and include many of the same features, including quiet, distraction free‐testing 


Figure 19. Military installations state-side and overseas already 
provide Pearson VUE exams to service members, contractors, 
and DoD employees. 
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rooms, professionally trained staff, 


and an array of security 


functionalities. Candidates must 


have valid federal identification and 


authorization to enter the base to 


gain access to on‐base military test 


centers. To avoid any confusion, 


candidates who choose to include 


on‐base sites within their search 


parameters are alerted during the 


registration and scheduling process 


that they must have proper 


identification and authorization to 


enter the selected base, as shown in 


Figure 20.  


Pearson VUE has partnered with DoD education centers and provides testing, upon request, for 


troops at forward‐operating bases and installations that lack easy access to conventional 


testing facilities. Nearly 120 testing locations at US military installations worldwide offer 


Pearson VUE testing to the six‐million‐member military community. (See Figure 21.) 


Figure 21. Pearson VUE testing programs are offered at more than 120 on-base testing locations 
worldwide. 


Figure 20. During the registration and scheduling process, 
candidates who wish to include on-base sites within their 
search parameters will receive a notification as shown in the 
screenshot above. 
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3.2.2.2  Provide for accommodations and procedures for conducting special exam administrations for those candidates 


whose religious beliefs prevent them from taking an exam on certain days of the week, or as required by the Americans 


with Disabilities Act. 


Below, Pearson VUE has detailed our accommodations and procedures for conducting special 


exam administrations as required by the Americans with Disabilities Act (ADA). Candidates 


who have religious beliefs that prevent taking an examination on a specific day, such as 


Saturday, may request an alternative test date. Pearson VUE will arrange for the candidate to 


test on an alternative day without charging an additional fee to the candidate.  


Americans with Disabilities Act (ADA) Compliance 
Pearson VUE provides disability‐related 


accommodations for examinees who meet our 


clients’ requirements and in accordance with our 


legal obligations, including applicable national 


laws and regulations, such as the ADA and 


Department of Justice regulations, as well as 


state/jurisdiction‐specific laws and regulations. 


(For example, see Figure 22.) 


Pearson VUE has nearly 30 staff members prepared 


to assist candidates requesting accommodations, 


including eight accommodations coordinators 


trained in researching how best to meet 


accommodations needs, scheduling 


accommodations appointments, and coordinating 


with key stakeholders for a smooth delivery. We 


understand that the determination of appropriate 


accommodations is an individualized process. 


Commonly requested accommodations include 


extra exam time, use of a private room or 


distraction‐reduced testing area, a reader, and a 


writer (i.e., scribe/recorder). Readers, writers, and 


interpreters are approved by Pearson VUE or the client, not selected by the candidate. 


Pearson VUE also offers a range of less frequently requested accommodations based on the 


specific needs of individual candidates.  


The mission of the accessibility and disability services (accommodations) department is to make 


sure that qualified candidates with disabilities have full access to exams. The department 


Figure 22. Above, depicts a candidate 
testing at an adjustable-height workstation 
in one of our company-owned locations. 
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provides expertise to candidates, test sponsors, and internal stakeholders regarding 


accommodation request review, assistive technology solutions, and universal design of exams.  


The team is comprised of advanced degree professionals with many years of experience in the 


field of disability services. They have extensive backgrounds in accommodation review, clinical 


assessments, school psychology, social work, vocational rehabilitation, and assistive 


technology. The team is also supported by a group of PhD level reviewers from major 


universities in the United States and abroad. The accommodations team receives guidance as 


well from Pearsonʹs legal team, which has specific expertise in the area of testing 


accommodations. 


Website Compliance 
Pearson VUE is deeply committed to accessibility and strives to provide the best possible online 


experience for all candidates. Our global accessibility team is dedicated to providing a wide 


variety of services and support in this regard. Further, our staff proactively monitors 


recommended changes to accessibility guidelines; most recently, Pearson VUE participated in the 


government’s request for public comment on proposed changes to Section 508 of the Americans 


with Disabilities Act (ADA).  


In addition, Pearson VUE follows Web Content Accessibility Guidelines (WCAG) 2.0 as our 


guiding standard for website accessibility. WCAG 2.0 guidelines provide a single, shared 


standard for making web content accessible to disabled users that addresses the needs of 


individuals, organizations, and governments. Moreover, WCAG 2.0 guidelines, published by the 


Web Accessibility Initiative (WAI) of the World Wide Web Consortium (W3C), meet stricter 


standards than Section 508.  


In 2012, we launched our accommodations website, which serves as a central resource for both 


candidates and clients. (See Figure 23.) The site includes accommodations request forms for 


candidates, documentation guidelines for candidates and their evaluators (doctors, 


psychologists), frequently asked questions, and other helpful resources. This website, designed 


based on Section 508 and WCAG 2.0 AA requirements, is accessible to users who have 


disabilities. The website can be viewed at www.pearsonvue.com/accommodations. We will 


continue to enhance this website with improvements to accessibility.  
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Accommodations Request Process 
In order to request accommodations, candidates go to Pearson VUE’s centralized website, 


www.pearsonvue.com/accommodations, and then select their testing program from the 


alphabetized list. Here, candidates can view their testing program’s guidelines and print a copy 


of the request form that they must complete to request accommodations. On the form, candidates 


provide their contact information, a description of their disability, and the requested 


accommodation(s). Candidates are also asked to provide documentation from a qualified 


evaluator (e.g., physician) to substantiate their disability and need for accommodation. 


Completed forms may be submitted to Pearson VUE via fax. Candidates who have additional 


questions concerning test accommodations may contact the ADA coordinator at 


accommodationspearsonvue@pearson.com. 


Accommodation and Exception Scheduling Team 
Pearson VUE’s accommodation and exception scheduling team, which is part of our candidate 


support services group, is responsible for scheduling all special accommodations that have been 


Figure 23. Pearson VUE’s accommodations website is the central accommodations resource for clients and 
candidates, with an accessible interface for desktop (left) and mobile devices (right). 
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approved as meeting our client’s requirements for special needs. This team arranges to provide a 


translator or reader at the test center, additional time for an exam, or any other provision that 


has been approved for a candidate. Based in our Minnesota contact center located only minutes 


from our corporate headquarters, candidates may contact this team via toll‐free telephone 


number. The team also responds to email inquiries. 


Exam Delivery 


All Pearson VUE test centers – both company‐owned and third‐party – are compliant with the 


American Disabilities Act as well as state and local laws. All company‐owned Pearson 


Professional Centers have at least one adjustable height workstation for wheelchair access and 


many also have special needs rooms where readers or other privacy needs are accommodated.  


Within our test centers, Pearson VUE’s delivery system facilitates computer‐based 


administration for all candidates. Our system supports basic functionality including: 


 Keystroke navigation options built in throughout  


 Pacing devices and aids (e.g., interactive item counters, clocks)  


Enhanced software functionality when exam content is appropriate:  


 Visual enlargement of screen content (variable percentages)  


 Timed test events can be accommodated with extra time (by percentage, e.g., 50%, 100%, 


etc.)  


Manual accommodations include: 


 Monitor overlays to reduce glare or change color  


 Use of readers and/or recorders to assist candidates sitting a test 


 Separate room 


 Height‐adjustable workstations  


We are constantly evolving delivery software to better integrate with assistive technology 


software so that we can supply fewer manual accommodations and to allow candidates more 


independence and greater access during the testing experience. 


3.2.2.3  Provide for availability of seating capacity at each testing facility. 


Pearson VUE closely regulates and monitors our test centers to provide quality service to 


candidates and to meet client expectations of seat availability and candidate wait times. The 


test center will be managed based on an optimal capacity utilization of about 75−80 percent. 


When utilization begins to exceed 75−80 percent, we will work with the Division to modify 
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testing sessions or locations as needed. Our systems currently capture this data automatically. 


We have a group dedicated to forecasting, demand‐modeling, reviewing, and auditing capacity 


within the test delivery channel. Adherence to key performance indicators and client 


expectations is foremost in the group’s mission. This group provides training to field personnel 


to enforce understanding and compliance, develops enhancements to the tools and reporting 


available, and applies these tools to the capacity management process to maximize availability 


while minimizing waste and inefficiency.  


Company-Owned Sites 


Every company‐owned site has a minimum threshold for available appointments. Once 


availability falls below that threshold, automated alerts are sent to the capacity management 


team. Internal, automated alerts are generated four times daily for varying horizons, providing 


for appointment availability for each client based on historic scheduling patterns of their 


candidates. Capacity analysts monitor these alerts in real time to respond to changes in 


candidate demands immediately. Regional managers and capacity analysts are empowered to 


draw on the latent capacity at any center (typically 20 percent) to meet unforeseen demand, or 


emergency situations requiring a shift in established capacity protocols. 


To make sure that our test centers continue to meet demand, Pearson VUE adheres to the 


following capacity management protocol: 


Activity  Frequency 


The forecasting software is updated with new demand and historical 


data. 


Weekly 


Reviews of the long-term forecasts are conducted and schedules are 


revised for a 6-12 month time-period to exceed demand forecasts. 


Additional reviews are completed as needed when significant demand 


changes are encountered and for new business data. 


Tri-annually 


A review of testing channel capacity is conducted to identify 


realignment and expansion opportunities to meet demand forecasts. 


Semi-Annually 


Capacity and dates for event-based clients are planned and mutually 


agreed upon for a two-year horizon. 


Annually 


Baseline capacity is added for a two-year horizon.  Annually 
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Because these sites are 100 percent company‐owned, we have full control over the days and hours 


of operation. Schedules can be expanded to up to 12‐15 hours per day, six days a week at 


company‐owned sites – and even up to seven days a week if volume continues to exceed capacity.  


Pearson VUE Authorized Test Centers 


All PVTCs are equipped with our proprietary Site Manager application. Site Manager allows the 


channel partner and/or Pearson VUE to add testing stations and/or expand hours of operation to 


enhance and customize their services to all test takers, especially during peak testing periods. In 


addition, channel teams provide support to assist with volume forecasting and can add 


scheduling scenarios to individual sites to increase efficiency and maximize capacity. 


In the unlikely event that demand outstrips capacity at our Pearson VUE Authorized Test 


Centers, our channel team, together with your designated program manager, Christine Nelson, 


will work with the Division to determine a solution. Options include expanding hours, 


increasing days of operation, or adding a new test center, depending on the specific demand of 


the program. 


30 Years of Experience in Capacity Management 


With 30 years of experience serving the needs of state regulatory agencies, Pearson VUE is very 


familiar with handling sudden increases in volume for a variety of reasons.  


The most typical include: 


 A law is passed that requires practitioners of a certain profession to pass an 


examination to maintain their licensure, usually within a relatively short timeframe.  


 A state agency introduces new, more stringent licensing requirements that cause a large 


influx of candidates to take their examination before those requirements become 


effective.  


Pearson VUE has a proven history of engaging with our clients and making the necessary 


adjustments to our test center schedules. One such example occurred with our administration of 


the Colorado electricians continuing competency examination.  


In 2010, the Colorado State Electrical Board implemented new regulations that required all 


Colorado licensed electricians to take a Continuing Competency Examination (CCE) as part of 


the triennial license renewal process. Pearson VUE helped the State Board to develop the 


competency examinations for three licensure levels: Residential, Journeyman, and Master. 


Approximately 15,000 licensees were eligible to be tested during the five‐month license renewal 


period.  
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To provide adequate availability at the seven company‐operated test sites in Colorado, 


Pearson VUE added 19,000 hours of capacity for the five‐month period. To encourage licensees to 


avail themselves of earlier testing windows within the five‐month period, Pearson VUE 


developed an incentive program to level the testing volume over the five‐month period. Seventy‐


six percent (11,400 people) of the eligible licensee pool elected to renew their licenses and were 


successfully administered the CCE. (See Figure 24.) 


The program launch was so successful that the State Board exercised a contract renewal option 


for Pearson VUE to administer the Continuing Competency Examination program again in 2014. 


Our collaborative approach to managing capacity will make certain that our test center solution 


and the hours and days of our test center operations accommodate the demand of Nevada 


professional candidates. 


3.2.2.4  Provide for the security of the examination process. 


All Pearson VUE test centers provide a consistent, controlled, and secure testing experience for 


candidates. Our advanced security features protect clients’ intellectual property, provide 


integrity assurance for the examinee check in/out process, validate examinees that may re‐test at 


a different location, and give clients a permanent record of examinees’ access to the testing room.  


Security measures in the test centers include the following: 
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Figure 24. Despite differences in the forecast, Pearson VUE easily accommodated actual CCE 
candidate volume throughout the five-month period, including the significant demand spike in the 
second testing window. 
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Secure Test Center Design 
As stated, Pearson VUE‐owned test centers are purpose‐built for secure testing. In each center, 


the testing room is fully isolated from the waiting rooms, with access controlled by the proctor 


using biometric verification (as described below). The proctor, who typically sits in a dedicated, 


glass‐partitioned station, has a full view of each test delivery workstation without obstruction, 


augmented by real‐time digital video/audio surveillance and recording. (See Figure 25.) Secure 


storage is provided for exam exhibits and other testing materials, and lockers are offered for 


candidates’ personal belongings. 


Our Authorized third‐party 


locations must comply with 


Pearson VUE’s strict standards to 


make certain that candidates can 


test in a quiet environment that is 


free of distractions. All third‐


party test centers undergo a 


screening process prior to 


receiving authorization by 


Pearson VUE. We perform this 


screening in order to filter out 


organizations that may not be 


able to meet minimum facility, 


service, and security standards. 


Additionally, our PVTCs offer locked space and, often, lockers for storage of personal belongings. 


Authorized PVTCs are typically community colleges, training centers, and other education sites. 


Secure Exam Session Monitoring 
As stated, a state‐of‐the‐art digital video recording (DVR) system with 24/7 recording capability 


monitors all test center activity in the lobby, proctor desk, and test delivery work area in all 


company‐owned test centers from above. In our company‐owned test center testing rooms, there 


is typically one camera for every two workstations, but at least three cameras throughout the 


testing room. The cameras are directly connected to the DVR system and video is projected onto 


the proctor’s workstation to assist in monitoring test delivery. The proctor’s workstation 


contains proprietary software that displays live video from the DVR, providing a clear view of 


each testing workstation and the candidate environment. By recording the work surface from 


above, the system can clearly monitor the environment without recording test data on the 


delivery workstation. In addition, the DVR system records and stores video clips for 30 days in 


an encrypted, proprietary format. In the event of a security breach, the video clips can be 


Figure 25. In many of our company-owned sites, a soundproof, 
glass-partitioned proctoring station provides full view of each 
test delivery workstation without obstruction. 
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exported and provided to the Division, upon request, for incidents reported within 30 days of the 


testing event. Figure 26 shows a sample security camera in a typical company‐owned test center. 


In addition, there is a microphone in the testing 


room to capture audio, which is amplified and 


monitored by the proctor to make sure that 


testing candidates aren’t speaking to each other. 


All audio and video feeds are directly connected 


to a server in our secure, on‐site data closet, 


recorded to disk, and retained for 30 days. Live or 


recorded video is locally or remotely accessible to 


appropriate Pearson VUE staff.  


Within our Authorized centers, at least one 


certified proctor or administrator monitors the 


test delivery work area whenever exams are being delivered and provides a clear view of each 


test workstation and the candidate environment. We train proctors in all test center types to 


identify suspicious or fraudulent behavior and to immediately report irregularities to the test 


center manager or to the compliance and security team. Live or recorded video within our 


proposed PVTC sites is first downloaded and then sent to our channel quality team for any 


required review. 


Automated, Integrated Check-in Processing  


As stated, our proprietary admissions software automates all aspects of the candidate check‐in 


process at the test center. Check‐in steps and identification requirements can be configured to 


meet Division‐specific requirements. The unified scheduling and admissions system 


automatically enforces business rules such as authorization to test, retest policies and waiting 


periods, registration blocks (for individuals prohibited from testing), and identification 


verification requirements. 


Candidate Verification 
For maximum security, Pearson VUE recommends that each candidate present two forms of 


identification with signatures, one of which must be photo‐bearing, such as a driver’s license or 


passport. This photo‐bearing identification with signature is used to verify the candidate’s 


signature on the sign‐in roster. The proctor carefully checks the ID to confirm its validity, and 


then verifies the information on the ID with the candidate’s details as they appear on the 


schedule. ID requirements may be customized to fit the Division’s specific requirements.  


Figure 26. State-of-the-art digital and audio 
capture technology within our company-owned 
sites, including ceiling-mounted cameras, help to 
make sure exams are administered securely. 
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Candidates provide a digital signature at the start of the check‐in process as evidence of their 


agreement with the testing rules (a sample of which is contained in Appendix K behind Tab IX). 


The administrator also takes a high‐quality digital photo using inbuilt image‐quality 


intelligence software to produce a standardized passport‐style photo of the candidate that meets 


rigorous quality standards. (See Figure 27.) The administrator compares the signature and photo 


on screen to those on the candidate’s ID and, if the candidate has tested with Pearson VUE 


before, to those displayed from the prior test administration. 


Palm Vein Recognition Technology 


Pearson VUE’s company‐owned sites are equipped with advanced palm vein recognition 


technology, which captures and recognizes the unique patterns in a candidate’s palm veins using 


non‐intrusive, near‐infrared scanning technology. (See Figure 28.) New candidates are enrolled in 


the biometric system during their first test center admission; their identities are then 


automatically verified when candidates take and return from breaks, and again when they test in 


the future at any biometrically equipped location worldwide. Palm vein recognition is secure, 


privacy friendly, fast, highly accurate, and virtually impossible to forge, and has replaced digital 


fingerprinting to become the standard biometric technology for candidate identification. 


Several aspects of palm vein recognition make it more reliable and easier to use than 


fingerprinting. Palm vein patterns are invisible and virtually impossible to forge, making the 


system highly secure. The digitally encrypted palm vein patterns cannot be read by any other 


system, and there is no direct contact with the sensor, eliminating the possibility of smudging. 


Moreover, an individual’s palm vein pattern cannot become worn down — like a fingerprint — 


as a result of certain occupations. 


Figure 27. Each of our proposed test centers will capture digital photo and signature from each candidate, 
with our company-owned sites additionally capturing palm vein scan, for secure exam delivery. 
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The palm vein recognition process does not increase the length of the admission process, usually 


taking less than a minute to complete. 


Secure Test Delivery 


As a last step, a test center staff member explains the testing procedures, including instructions 


about the tutorial, how to alert the test center manager or proctor during the examination, and 


what to do at the conclusion of the examination. 


The administrator then escorts the candidate to the testing station, where the final confirmation 


process is completed. In order to prevent cheating, workstations are equipped with partitions or 


a privacy screen affixed to the monitor, to prevent viewing another candidate’s computer screen. 


As an added security measure, administrators do not seat candidates in adjacent workstations 


whenever possible. Pearson VUE’s test delivery system maintains each candidate’s assigned 


workstation ID number with his or her test result file, eliminating the need for paper seating 


charts. Pearson VUE will maintain electronic files of performance for examination 


administration in accordance with defined required retention periods. Pearson VUE follows best 


practices for data retention as defined by international standards, testing industry standards, 


the federal government, and state legislation and regulations. Pearson VUE’s data retention 


Figure 28. Pearson VUE’s palm vein solution is noiseless, non-invasive, accurate, easy to 
use, and directly integrated into our test delivery software. Above are depictions of the 
device (top left), the capture process (bottom left), and resultant scan (right). 
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practices are dependent upon factors including the specific type of electronic record as well as 


business, regulatory, and other compliance requirements. 


Before a candidate’s workstation delivers an exam, the test center administrator must log on to 


the workstation using a special ID and password and then select the appropriate candidate 


name. The system logs and prevents all attempts to access a test with an incorrect ID and 


password. Test questions are unencrypted and delivered from the LAN server one at a time 


during the test administration and are encrypted again once the candidate moves to the next 


question. The system also prohibits access to the entire test file from the candidate’s 


workstation. The test administration application locks the candidate out of all other 


applications on the computer until the test is complete. All items in our examinations are 


randomly sequenced in every delivery, which acts as an additional security safeguard that 


prevents candidates from cheating. 


At company‐owned centers, before the examination begins, the proctor provides the candidate 


with one erasable note board, should the client elect to do so. If the candidate fills the note board 


during the exam, the candidate may raise his/her hand and the proctor will exchange the full 


board for an empty one. After the test is complete, it is immediately scored. During the checkout 


procedure, the erasable note board is collected (if applicable) and the candidate receives a copy of 


his/her score report before leaving the test center. 


Erasable White Boards 
For our computer‐based test 


administrations, all examination 


material is provided in electronic form. 


Candidates are not permitted to bring 


any personal items into the testing 


room, including writing utensils. 


Should the Division allow, 


Pearson VUE will provide candidates 


with erasable white boards for use 


during the examination.  


For the benefit of the candidate’s 


testing experience and to maintain the 


highest degree of security, at our 


company‐owned sites, we provide the best erasable white board product to eliminate paper 


while providing a tool with a similar look and feel for candidates. Our current process requires 


the proctor to take the board from the candidate at the end of the exam, but its size would deter 


Figure 29. Pearson VUE can provide candidates a conveniently 
sized dry erase whiteboard to serve as a type of “scratch paper” 
in the testing room for computations and other notes. 
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attempts to take it away from our test center. Figure 29 shows the type of white board in use at 


our test centers. 


Many of our clients have expressed concern that if we use anything other than the white board, 


there could be collusion between candidates via, for example, written notes on scraps of paper 


passed between candidates or removed from the test center. Scratch paper could also distract the 


administrators, as they attempt to keep track of how many slips of paper went in and out of the 


exam. This would cause degradation of the exam. White board technology eliminates such 


concerns. We want to provide the most consistent exam experience for you and your candidates 


with the highest degree of security for your intellectual property. 


Online, Integrated Incident Response Management 
In the event of a violation of the test center rules or any other candidate misconduct or security 


breach, proctors are trained to intervene wherever possible and stop the exam, as demonstrated 


in the training material highlighted in the table below. The test center retains cheating materials 


recovered from the candidate, and submits a detailed incident report through Pearson VUE’s 


online incident reporting system. Any security incidents reported by test centers are 


automatically linked to the candidate’s testing record and promptly investigated. Evidence 


relating to the incident is analyzed and preserved; an initial notification is provided to clients, 


normally within one to two business days, depending on the nature and severity of the incident.  


Procedures for responding to different types of security incidents may be customized to specific 


client requirements. Pearson VUE personnel will supply documentation, evidence, and/or 


testimony required to support administrative or legal proceedings with the candidate. If 


requested, candidates may be automatically blocked from scheduling further exams or added to a 


watch list for further monitoring. 


Below is an example of the instructions Pearson VUE provides to proctors regarding security 


incidents. 
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Can You Recognize a Security Incident When It Happens? 


A security incident is any incident where the integrity of the exam is put at risk as a result of 


a security breach. When a test candidate is involved, the incident is called Candidate 


Misconduct and you are required to complete an Incident Report for these incidents. Here is 


a quick guide to recognizing a Candidate Misconduct incident when it occurs. 


Create a Candidate error or misconduct incident and contact the Pearson VUE Contact center 


if you observe a candidate doing any of these prohibited actions: 


1. Using cell phone during a break. 


2. Using study materials during break. 


3. Using prohibited items inside the testing room: 


a) Study aids/notes, watches, electronic devices, or other prohibited items 


4. Using prohibited items outside the test center: 


a) Study aids/notes, electronic devices, or other prohibited items 


5. Attempting proxy testing or impersonation: Candidate attempting to test for 
another candidate 


6. Using falsified candidate identification. 


7. Discussing test questions with other candidates. 


8. Item theft (copying test questions for later distribution/sharing): 


a) Writing test questions on paper, hands, body to be removed from the 
testing room 


b) Memorizing test questions by writing questions on erasable note board 
and/or spending several minutes reading questions. Note: A 
special incident sub-topic for suspicious use of erasable note board has 
been created under the Candidate error or misconduct topic. 


9. Suspicious candidate behavior: any other behavior that appears abnormal or 
suspicious. 


3.2.3 Candidate Records:   


Proposal must include detailed explanation of how candidate’s personal information is secured, including the storage, 


retention and disposal procedures of candidate records. 


Candidate registration and client‐specific data are created and accessible through our secure web 


interface. To help protect candidate accounts from unauthorized access, Pearson VUE uses the 


HTTPS protocol (HyperText Transfer Protocol over Secure Socket Layer) to encrypt the 


communication of passwords, personal, and financial information between the web browser and 
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the Pearson VUE web server. This level of encryption makes sure that third‐party sites cannot 


inappropriately capture and use sensitive information. 


Pearson VUE utilizes the Secure File Transfer Protocol (SFTP) for transferring data and files 


securely. The SFTP protocol runs over a secure channel of the internet to protect information 


throughout the transfer process. Each customer who requests SFTP be used is provided their own 


SFTP account to segregate data. To validate that only authorized individuals have access to the 


SFTP servers, reviews of SFTP access are conducted on a regular basis.  


Data communications are encrypted using 128 bit TLS/SSL (Transport Layer Security/Secure 


Sockets Layer). Within the network, and, in all systems that access confidential information, the 


use of two‐factor authentication and role‐based permissions limits access to personnel 


authorized to perform specific activities.  


When stored in the database environment or otherwise at rest, information is encrypted using 


AES 256 bit encryption. This secure protocol is enabled to validate that information stored in the 


database is securely maintained. AES 256 has been approved for use by the U.S. government, 


which has validated the effectiveness and security of the encryption protocol. 


PCI DSS and SSAE 16 Assessors  
In addition to the information security program assurance activities discussed above, 


Pearson VUE performs additional activities related to the financial transactions that we 


process. Pearson VUE has third‐party assurance assessments performed by PCI DSS and SSAE 


16 assessors. Each assessment tests the effectiveness of our controls framework, which is 


consistently found to be suitably designed and operating effectively.  


PCI DSS 


The Payment Card Industry Data Security Standard (PCI 


DSS, see Figure 30) is a widely accepted set of policies and 


procedures intended to optimize the security of credit, debit, 


and cash card transactions and protect cardholders against 


misuse of their personal information.  


Requirements include, but are not limited to, the following: 


 Build and maintain a secure network  


 Protect cardholder data  


 Maintain a vulnerability management program  


 Implement strong access control measures  


Figure 30. Pearson VUE is a PCI DSS 
Certified Level 1 Merchant. 
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 Regularly monitor and test networks 


 Maintain an information security policy  


 


Organization Name Security Implications 


PCI Security 


Standards 


Council 


Payment Card 


Industry Data 


Security Standard 


(PCI DSS) 


The Payment Card Industry Data Security 


Standard (PCI DSS) is a widely accepted set of 


policies and procedures intended to optimize the 


security of credit, debit and cash card 


transactions and protect cardholders against 


misuse of their personal information. 


SSAE 16 Type II  


In order to confirm that our information systems function in 


alignment with our information technology, security, and financial 


policies, Pearson VUE participates in a SSAE 16 Type II attestation 


on an annual basis. (See Figure 31.) An external party performs this 


attestation to make certain that our information technology and 


finance related controls are suitably designed and operating 


effectively. These reports further verify our internal controls over 


financial reporting for purposes of compliance with laws and 


regulations such as the Sarbanes‐Oxley Act.  


Figure 31. Annual SSAE 16 Type II 
assessments support that our 
systems function in alignment with 
our policies. 
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Organization Name Security Implications 


US Federal 


Government: 


Sarbanes-Oxley 


Act 


Statement on 


Standards 


Attestation 


Engagement #16 


Reporting on 


Controls at a 


Service 


Organization 


(Service 


Organization 


Control 1)  


Commonly 


referred to as: 


SSAE 16 (SOC 1) 


In order to evaluate that our information 


systems are meeting our information 


technology, security, and financial policies, 


Pearson VUE participates in a SSAE 16 Type II 


attestation on an annual basis. An external party 


performs this attestation to make certain that 


Pearson VUE is current with new service 


organization reporting standards, which allow us 


to compete on an international level and to 


make certain that our clients can confidently 


partner with us for their testing needs. 


These reports further serve to evaluate internal 


controls over financial reporting for purposes of 


compliance with laws and regulations such as 


the Sarbanes-Oxley Act. 


3.2.4 Score Report: 


Proposal must include ability to provide score reports to candidates in a format acceptable to the Division.  Division 


requires that score report card include an embedded color photo of the candidate. 


“Score report card” is the score report issued to each candidate following the examination.  Score reports printed on 


secure/watermarked paper with an embedded color photo of the candidate will be acceptable. 


Pearson VUE will work to provide score reports to candidates in a format acceptable to the 


Division. As previously stated, passing candidates will receive a photo‐bearing score report that 


includes the candidate’s name and address, test date, and candidate identification number – 


passing score reports can also contain other specific data as defined by the Division, such as 


“next steps” for licensure. Failing candidatesʹ photo‐bearing score reports will include the 


individualʹs overall numerical score and the passing score, with an additional breakdown of 


individual results by major category. For the Division’s reference, we have submitted 


Pearson VUE score report samples within Appendix L behind Tab IX of our proposal. 


At the test center, Pearson VUE will capture a color photograph for each candidate and will 


retain this photo as part of the candidate record. The administrator takes a high‐quality digital 


photo using inbuilt image‐quality intelligence software to produce a standardized passport‐style 


photo of the candidate that meets rigorous quality standards. While the photo will be captured 
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in color, the photo will be printed by the test center printer in gray scale for generation on the 


score report. The Division’s Pearson VUE‐assigned program manager, Christine Nelson, will 


have access to and can seamlessly provide the Division with the actual color candidate photos 


captured, upon request, should the need arise. Pearson VUE provides this exact service to our 


candidate base of millions of individuals annually, including state licensure candidates of the 


Nevada Division of Insurance. 


Further, rather than containing a physical watermark, our score reports maintain a “digitally 


verifiable watermark,” in line with advanced industry standards. The Pearson VUE score report 


will contain a unique validation code that a potential employer or other interested third party 


can use, through the Pearson VUE website, to verify that the score report is authentic. We call 


this technique our Online Score Report Authentication system. It’s an easy to use, yet secure way 


of allowing potential employers to verify a candidate’s score report and speed up the 


employment process.  


Employers wishing to validate a score report must first obtain both the validation code and the 


registration ID number from the candidate, and then enter that information on the Pearson VUE 


website. Once submitted, Pearson VUE’s system automatically retrieves an electronic file that 


contains the candidate’s name, test result, and, if applicable, photo. 


3.2.5 Brochures:  


Proposal must include ability to prepare, print, and distribute Candidate Brochures/Bulletins for all examinations 


included in this RFP. 


Pearson VUE will prepare, print, and distribute a Candidate Brochure for the Division’s testing 


candidates and other interested parties as requested. Pearson VUE’s candidate brochures are a 


high‐quality publication, not newspaper print, and contain program‐specific covers and text. 


Information will be presented to candidates as directed or agreed to by the Division. The 


brochure will also be made available on the Division’s landing page on the Pearson VUE 


website. 


The Pearson VUE program manager dedicated to the Nevada professional examination services 


program, Christine Nelson, will work closely with the Division and with one of Pearson VUE’s 


publications editors to develop the candidate brochure so that it is tailored to the Division’s 


requirements. Pearson VUE’s publications department is staffed with personnel who have 


extensive experience in working with regulatory agencies to develop program‐specific brochures 


to meet the needs of candidates. The team’s skills include graphic design, writing, editing, 


proofreading, project management, and print/web publishing and design. The editors actively 


identify ways to make our online brochures increasingly user‐friendly, such as adding 
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bookmarks and search keys to help 


candidates find information 


quickly and easily. A sample cover 


is shown in Figure 32. We have 


also included a sample candidate 


brochure as Appendix M. 


Information printed in the 


candidate brochure and posted to 


the Division’s web page on 


Pearson VUE’s website can include 


but is not limited to the following: 


 Clear and concise 


instructions for 


registration and exam 


procedures 


 Nevada licensing 


requirements 


 Examination scoring 


methods 


 Content outlines and the 


relative values for each 


topic 


 Sample questions 


 Test center locations and frequency of examinations 


 Important phone numbers 


 Forms for requesting duplicate score reports 


 Retake policies and procedures 


 Administrative policies for notification, admission to the examination, required 


identification, policies for late arrivals, conduct during the examination 


 Provisions for special testing accommodations 


Candidates may contact Pearson VUE and request that Pearson VUE mail a copy of the 


candidate brochure directly to them. The candidate brochure, in addition to any Division 


program forms, can be made available on www.pearsonvue.com. With this option, candidates 


Figure 32. Pearson VUE will provide a Candidate Brochure for 
Nevada real estate candidates, as depicted above. 
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with Internet access are able to view and print the brochure and forms directly at the 


point‐of‐use.  


Updating the Brochure  


The Division’s Pearson VUE‐designated program manager, Ms. Nelson, will meet with the 


appropriate personnel from the Division to develop, review, and update the candidate brochure 


as necessary. Changes to the candidate brochure will be handled immediately and, in most 


instances, the revised brochure will be posted to the Pearson VUE website within one business 


day. Updated versions will be printed and distributed to the Division schools, and candidates, as 


necessary. If a major change occurs to the program before the next scheduled printing, 


Pearson VUE can provide an insert for the candidate brochure and immediately post the new 


information on our website. If the change occurs close enough to the next scheduled printing, 


Pearson VUE can move up the review process and printing of the new candidate brochure. 


3.2.6  Contact Number: 


Proposal must include ability to provide a toll free phone number and website access for candidates and the Division 


staff to use. 


If at any point a candidate has any questions or concerns, or simply would like to schedule an 


examination by phone, the candidate may call our toll‐free contact center, which is open seven 


days a week. Our Minnesota‐based contact center – located only minutes from our corporate 


headquarters – is staffed by customer care representatives who will be trained in the details of 


Division’s program and will respond immediately and accurately to all candidate requests and 


inquiries. Our contact center houses all aspects of our customer operations, including senior‐


level executives responsible for this key component of our service. This layer of executive 


oversight and accountability assures candidates that they will receive the highest level of service 


on a consistent basis. Pearson VUE’s contact center hours of operation are 5:00 a.m. to 8:00 p.m. 


(PT) Monday through Friday; 5:00 a.m. to 2:00 p.m. (PT) Saturdays; and 7:00 a.m. to 1:00 p.m. 


(PT) Sundays. All calls are monitored for consistency and professionalism.  


Candidates may also utilize our live chat service, accessible Monday through Friday, 6:00 a.m. to 


3:00 p.m. PT. Our chat service is a unique offering in the state regulatory testing industry and 


benefits clients by providing a popular new customer service touch point. 


Website 
Pearson VUE will provide a series of web pages on www.pearsonvue.com to provide registration 


and scheduling information to prospective candidates for the Division’s program. (See Figure 33.) 


On these program‐specific web pages, candidates will be able to access information, frequently 


asked questions, examination‐related forms, and examination content outlines. Additionally, 
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Pearson VUE will provide links to the Division’s website and other relevant websites, as 


directed by the Division. Candidates will also be able to make a reservation to test through 


Pearson VUE’s Internet reservation system. Candidates will be able to register online for 


examinations 24 hours per day, seven days a week from any device with Internet access. Our 


online registration process is password‐protected. 


In late 2014, we launched a new and improved PearsonVUE.com. Test takers have a fully 


responsive experience when visiting the website, meaning that they are now able to access our 


entire site from any mobile device and navigate to the information they need quickly and easily. 


In addition to the improved user experience, we have added new information such as test taker 


tips, a new test center tour, and videos describing many of our services. We also implemented a 


type‐ahead smart search function to assist users in quickly finding their testing program name. 


The web page can include, but is not limited to: 


 Candidate brochure 


 Examination registration forms 


Figure 33. We will provide a Nevada professional examination services client landing page that is 
seamlessly optimized for both desktop (left) and mobile device (right) viewing, as in the examples above. 
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 Instructions 


 Content outlines 


 Links to make an examination reservation online 


 Phone numbers for reservations and questions 


 Links to the Division’s website 


 Links to take an online practice test 


 Instructions to request a special test administration (ADA) 


 Other information as required by the Division 


Content change to the website or the candidate brochure will be handled immediately by the 


assigned program manager, Christine Nelson. Whenever possible, changes will be processed 


within one business day. 


3.2.7 Government Purchase Orders:   


Proposal must include ability to accept purchase orders from other governmental agencies for payment of exam fees. 


Pearson VUE will accept purchase orders from other governmental agencies for payment of exam 


fees. 


3.3 Reporting Standards 


3.3.1 Exam Results:   


Proposal must include detailed explanation of exam results, exam summary statistics and distribution of such to the 


Division, including but not limited to: 


3.3.1.1 A daily electronic transfer of all candidates biographical and score information administered during the 


previous day to the Division in a Division specified format; 


The Pearson VUE testing system incorporates a reliable and secure process for uploading test 


results from the test centers to the Pearson data center and storing them in the Pearson VUE 


database and file system. The data is then exported to clients in a secure and configurable 


manner.  


It includes the following features: 


 Result file sent to hub upon exam completion 


 Tools and processes to make sure that all results are received 


 Data and biometrics deleted from the test center after they are verified at the hub 


 Results sent to client by one or more secure methods 
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 Data exchanged with client in industry‐standard formats configurable for client needs 


 Positive audit trail on every step in the process 


Test Results Formatting 
Test results files are industry‐standard, delimited text files designed to easily import into a 


client’s relational database. The Division can choose the fields to be exported, their sequence, the 


delimiter, and headers. There are corresponding confirmation files for each type of file exchanged 


and thorough documentation of the format. Test results are made available using a variety of 


mechanisms in a client‐specified format on a mutually agreeable schedule (weekly, daily, or 


multiple times per day).    


Pearson VUE offers the Division a fully automated process that is efficient and reliable and 


managed by a dedicated results processing department. Our results processing team and your 


assigned Pearson VUE program manager, Christine Nelson, will work with the Division to set 


up the test results file format and the electronic delivery method. They actively work with 


imports of authorization and other files and retrieve and process any errant results. 


Test Result File Delivery to the Division 
All exam results are sent to the client via secure connections. This is standard quality and 


operating procedure at Pearson VUE. We deliver clients’ test results electronically to an SFTP 


site (either “pulled” from our site or “pushed” to the client’s SFTP site). Because of security 


concerns, Pearson VUE does not send test results files via email. We will work with the client to 


determine what method of transferring confidential data would work best for the client’s 


situation, and can send information on file‐transfer software and set up options. 


Transmissions of candidate data, exam content, and test results are secured using exportable 


encryption technologies. Access to the network is protected by robust firewall and network 


perimeter security systems. Within the network, multi‐level access and authentication controls 


limit data access to employees authorized to perform development, maintenance, and support 


activities. All data is housed in Pearson’s physically secured data center. 


3.3.1.2 The score report must be certified by the Contractor and be on watermarked paper to include a 2x2 inch 


embedded color photo of the candidate and a breakdown of the candidate’s exam score; 


Pearson VUE will certify our issued score reports through the use of our online score report 


authentication process, detailed further below. 


At the test center, Pearson VUE will capture a color photograph for each candidate and will 


retain this photo as part of the candidate record. The administrator takes a high‐quality digital 


photo using inbuilt image‐quality intelligence software to produce a standardized passport‐style 
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photo of the candidate that meets rigorous quality standards. While the photo will be captured 


in color, the photo will be printed by the test center printer in gray scale for generation on the 


score report. The Division’s Pearson VUE‐assigned program manager, Christine Nelson, will 


have access to and can seamlessly provide the Division with the actual color candidate photos 


captured, upon request, should the need arise. Pearson VUE provides this exact service to our 


candidate base of millions of individuals annually, including state licensure candidates of the 


Nevada Division of Insurance. 


Rather than containing a physical watermark, our score reports maintain a “digitally verifiable 


watermark,” in line with advanced industry standards. The Pearson VUE score report will 


contain a unique validation code that a potential employer or other interested third party can 


use, through the Pearson VUE website, to verify that the score report is authentic. We call this 


technique our Online Score Report Authentication system. It’s an easy to use, yet secure way of 


allowing potential employers to verify a candidate’s score report and speed up the employment 


process. Employers wishing to validate a score report must first obtain both the validation code 


and the registration ID number from the candidate, and then enter that information on the 


Pearson VUE website. Once submitted, Pearson VUE’s system automatically retrieves an 


electronic file that contains the candidate’s name, test result, and, if applicable, photo. 


3.3.1.3 A weekly electronic transfer of the attendance roster in alphabetical order containing candidates name, address, 


exam number and score of passing and failing candidates to the Division; [SA note: this requirement seems redundant 


given that we require and receive daily score reports and this information can be obtained any time from the Vendor on 


request or from the vendor’s partner site]; 


Pearson VUE will provide a weekly electronic transfer of the attendance roster in alphabetical 


order containing candidates’ names, addresses, exam number or identifier, and passing and 


failing candidate scores to the Division. This statistical information will be furnished via 


reports generated from our Business Intelligence reporting platform, IntelliVUE.  


Data‐driven reports, designed to promote timely and accurate understanding of a program’s 


performance, are available on demand through Pearson VUE’s IntelliVUE reporting system. 


IntelliVUE is a secure reporting web portal that leverages a business intelligence platform for 


systematic client reporting. This capability includes an extensive series of standard parameter‐


driven operational reports, which can be inspected online or downloaded. IntelliVUE provides a 


wealth of information about the examination program, from demographics to test results.  


Comprehensive and accurate reporting of program status, operations, testing information, and 


outcomes are the kinds of critical information that testing programs require for success. 


Pearson VUE understands the importance of this data and strives to provide our clients with the 


information they require, in a format compatible with their system, and in a timeframe that 


meets their reporting requirements. Pearson VUE’s data and reporting services are designed to 
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help effectively and efficiently manage the information collected from the testing program. This 


information is valuable for maintaining the program, monitoring program performance, 


analyzing trends, and making decisions on program improvements.  


Authorized users can access and view IntelliVUE reports online or download them for easy 


analysis of the data.  


Core Client Reports 
IntelliVUE provides an extensive series of standard client reports that provide both detailed 


operational data and high‐level overviews. Custom reports may also be created, if necessary. All 


are available to clients via the Pearson VUE secure reporting web portal for self‐service on 


demand, with prompts for relevant parameters such as date range, exams, and regions. Clients 


can set up subscriptions with desired frequencies for receiving specific reports, which can be 


saved, printed, or exported in a variety of formats, including PDF, Excel, HTML, or Flash.  


Among the core iterations available are the following: 


Report Type Description 


Individual Candidate 


Record Report 


Displays information about a particular candidate's 


exam history, including the testing location. For 


delivered exams, it indicates the grade, and for 


scheduled exams, the registration status. The user can 


find the record of a particular candidate with the 


Candidate Search report, or access it directly when the 


candidate is listed in other reports. 


Registration Reports Exam Activity – displays the number of each exam 


registered, delivered, canceled, and rescheduled, by 


registration method and overall. For each registration, 


a separate report displays details on the test, 


candidate, test center, and appointment. 


Discount Utilization – summarizes the number of 


exams scheduled and delivered for each client discount 


and provides details for each use of the discount on the 


candidate, exam, appointment, test center, and the 


discount applied. Functionality for finding this 


information for a specific voucher is provided. 
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Report Type Description 


Authorization Status – displays a list of candidates 


authorized to take exams in a specified time period. It 


includes information on the candidate, the 


authorization granted, and the appointment, if 


scheduled.  


Exam Administration 


Reports 


Exam Performance Summary – displays the pass/fail 


counts and rates for first-time and repeat test takers 


for each exam. 


Candidate Roster – lists all of the candidates who have 


taken exams in the time period, including information 


on the exam and the candidate, the number of times 


the exam has been taken, and whether an 


accommodation was granted. The Candidate Exam 


Results report shows the same information as well as 


the grade and score. 


Exam Performance 


Analysis Reports 


Exam Performance Summary – displays the overall 


exam statistics (pass/ fail counts and rates) and 


divides them for first-time and repeat test takers. 


Pass Rates by Form – shows the number of exams 


delivered and the number passed and the rate for each 


form of each exam delivered in a given time period. 


Regional Analysis 


Reports 


Test Center Activity – shows, by test center, the total 


number of exams scheduled, delivered, passed, and 


failed. 


Authorized Test Centers – shows which test centers are 


activated and authorized to deliver the client's exams, 


including location and other details. 


Pearson VUE has provided samples of several core client reports within Appendix N behind 


Tab IX. 
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Standard Monthly Financial Reports 
In addition to candidate management data within IntelliVUE, Pearson VUE also provides the 


following comprehensive monthly financial reports reflecting candidate activity during the 


previous month: 


Financial Report Type Description 


Summary of Activities 


Report 


Summarizes all monthly testing activity, including 


candidate fees - at full price, Pearson VUE testing 


delivery fees, voucher activity, discount activity, 


credit card and banking fees, and 


other miscellaneous activity. 


YTD Cumulative Testing 


Services Report 


Provides year-to-date cumulative totals for 


reconciled data for candidate fees - at full price, 


Pearson VUE testing delivery fees, voucher activity, 


discount activity, credit card and banking fees, and 


other miscellaneous activity. 


Client Services Summary 


Report 


Provides a summary of the number of exams 


delivered, fees applied and products sold, if 


applicable. Fields included in the report are: 


quantity, total full price, and Pearson VUE testing 


delivery fees. 


Client Services Detail Provides details of exams delivered, fees applied 


and products sold, if applicable, per country, 


including candidate fees - at full price and 


Pearson VUE testing delivery fees. 


Voucher Issuances and 


Expirations Report 


Provides information on vouchers sold and vouchers 


expired during the month. 


Voucher and Discount 


Redemption Report 


Provides details of all vouchers and discounts 


redeemed during the month. 


Exams Delivered by 


Location Report 


Provides details regarding the number of exams 


delivered at each site during the month. 


Candidate Activity Summary 


Report 


Provides candidate data, including name, exam 


taken, date, country, registration ID, status, grade 
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Financial Report Type Description 


received, payment method, voucher number (if 


applicable), and accommodations. 


Candidate Activity Detail 


Report 


Provides candidate data included in the summary 


report, plus candidate demographics, registration 


details, total full price, Pearson VUE testing delivery 


fees, exam length, and test center. 


3.3.1.4 An electronic report of exam summary statistics, separately for each type of exam administered, indicating 


number of candidates registered, testing, and absent; number and percent of candidates passing and failing, and 


passing score points utilized for the administration on a monthly basis to the Division; 


Pearson VUE will provide an electronic report of exam summary statistics, separately for each 


type of exam administered, indicating number of candidates registered, testing, and absent; 


number and percent of candidates passing and failing, and passing score points utilized for the 


administration on a monthly basis to the Division. This information will be generated and 


provided via both our IntelliVUE reporting platform and our secure raw results data feed. 


3.3.1.5 An electronic summary report showing individual school performance on a quarterly basis to the Division; and 


Pearson VUE will provide an electronic summary report showing individual school performance 


on a quarterly basis to the Division. In order to report on performance by school, we will work 


with the Division to record all known schools and any associated identifiers (e.g., school 


code/number). Each of the schools and associated codes will then be recorded and listed within 


our registration and scheduling system. During the registration and scheduling process, our 


system will require each candidate to indicate the school he or she attended. Following exam 


administration, the captured school information can be associated with the respective candidate 


test results in order to accurately report individual school performance to the Division.  


3.3.1.6 An electronic item analysis detailing performance of individual exam items to the Division on a quarterly basis. 


Pearson VUE will provide an electronic item analysis detailing performance of individual exam 


items to the Division on a quarterly basis.  
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3.3.2 Report of Problems:   


Proposal must include a notification process by which Contractor will inform the Division by phone and/or in writing 


of any candidate or administration problems. 


Pearson VUE will provide personnel who have the appropriate authority to promptly and 


effectively address program‐related issues across Nevada at all times. Pearson VUE takes a 


proactive approach to resolving any and all issues that may arise during the course of the 


contract. With 33 years of real estate testing experience and a broad client base, Pearson VUE is 


well‐versed in issue resolution and problem mitigation. 


In the event of an issue or problem, Pearson VUE has an established protocol whereby all issues 


that cannot be resolved on the spot (for example, if a contact center agent or supervisor is unable 


to assist a candidate) are routed to the assigned program manager. In addition to regularly 


scheduled teleconferences and in‐person meetings, Christine Nelson may be reached via email, 


fax, desk telephone, and mobile telephone. She will be available during normal business hours, 


and, for emergencies, by mobile phone 24 hours a day, seven days per week. Ms. Nelson’s mobile 


phone is a company‐issued smart phone with email capabilities.  


When contacted by the Division, Ms. Nelson will respond as soon as possible within one 


business day. For more complex requests, she will, at a minimum, confirm receipt of the inquiry 


or request within one business day and provide an estimated timeframe for completion or 


resolution of the request. She will log, track, and address complex requests in meetings as open 


items until the issues are closed.  


Working directly with Ms. Nelson will be your designated account executive, Joel Norris, 


Pearson VUE business development manager. In this role, Mr. Norris will be responsible for 


several aspects of Division service, maintaining a communicative relationship, and assisting 


your program manager with point‐of‐escalation responsibilities, as well as Pearson VUE’s 


business development and marketing activities for the Division.  


If executive support is needed, Ms. Nelson will be able to count on the Division’s executive 


sponsor, Thomas Magallanes, who serves as Pearson VUE’s executive director of business 


development. As the executive sponsor, Mr. Magallanes can serve as a liaison between the 


Division, the program manager, MorphoTrust, and our executive team in order to quickly and 


effectively resolve issues that require executive‐level support. Through this approach, the 


Division and program stakeholders can expect that all issues will be resolved promptly and 


accurately. 


Candidate Support Services 
Pearson VUE maintains an additional customer service department, candidate support services, 


that provides additional support to candidates for issue resolution. The candidate support 
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services team is primarily composed of individuals who started their career in the Pearson VUE 


contact center, making their depth of experience gained extremely valuable to their roles and 


responsibilities on the candidate support services group.  


Pearson VUE’s candidate support services group consists of the following teams and 


responsibilities:  


 Program Coordinators – Our dedicated team of program coordinators, located within 


our contact center, are responsible for resolving all escalated candidate issues. The 


program coordinators will work closely with the Division’s assigned Pearson VUE 


program manager, Ms. Nelson, and with the Division to develop a robust program 


knowledge that makes certain they provide accurate and consistent support to your 


candidates. They receive specialized training to deal with candidate issues that may 


arise during and after a candidate’s test administration, including exam item (question) 


challenges, test center complaints, exam scoring complaints, exam refunds, and program‐


specific issues. They will work with the appropriate internal teams to resolve all 


candidate issues quickly. Each of our program coordinators is skilled in assisting test 


takers and clients and has many years of customer service experience in our contact 


center environment.  


 Project Team – Our project team is composed of project specialists who are responsible 


for back‐end processes required to support your candidates. Project specialists are 


trained on all information related to the Division’s program and respond to all 


candidate email inquiries within two business days. The project team also processes web 


login requests to make certain that duplicate candidate profiles are not created and 


supports all Pearson VUE web stores. To make certain that candidates receive consistent 


information and responses from all operations teams, the project team uses the same 


program documentation as the contact center when assisting candidates. 


 Accommodation and Exception Scheduling Team – This team is responsible for 


scheduling all special accommodations that have been approved as meeting our client’s 


requirements for special needs. This team arranges to provide a translator or reader at 


the test center, additional time for an exam, or any other provision that has been 


approved for a candidate. 


The candidate support services teams maintain daily, weekly, and monthly key performance 


indicators (KPIs) to make sure they are exceeding client expectations. These teams are fully 


staffed with live agents between the hours of 5:00 a.m. and 5:00 p.m. (PT), Monday through 


Friday, and maintain a voicemail service during non‐business hours. All voicemail and email 


inquiries are typically responded to within two business days. 
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Following is a listing of the common exam, exam item, and/or procedure issues and the 


Pearson VUE methodology that governs how each of them is addressed: 


 Challenges to Examination Items (Questions) – The program coordinator forwards item 


challenges to our testing services team for review and follows up with the candidate 


once the challenge is verified or disproved. Pearson VUE’s expert testing services team 


reviews the item(s) in question while considering both the candidate’s inquiry/challenge 


and the historical data (respective of governing state law, original subject matter expert 


(SME) / item writer comments, original item writing session notes, etc.) on the creation 


of that item.  


 Appeals to Examination Scores Due to Environment – Any candidate appeal due to 


environmental reasons (e.g., noise, climate, or equipment performance) is handled by 


program coordinators. These representatives work directly with test center operations 


and the Division’s program manager, Ms. Nelson, to validate the candidate’s comments 


by consulting the VUE Support Services (VSS) incident tracking system used by our test 


center management staff. The test center manager notes any conditions at the test center 


that may detract from the optimal testing experience for the candidate (e.g., noise from a 


neighboring room or building, unusually cold or hot temperature, faulty equipment, etc.). 


The program coordinators will work with candidates on the appropriate resolution.  


 Examination Refund Inquiries – Program coordinators address and respond to issues 


related to examination refund discrepancies. Depending upon the circumstances, 


representatives are able to collect fees owed or process a refund or credit to satisfy the 


candidate’s fee‐related issue. 


Complaints Management 
Pearson VUE employs a multi‐tiered approach to responding to candidate complaints. Initial 


touch points for candidates include candidate comment cards and our contact center. In our 


experience, most candidate concerns are resolved in the first interaction with our contact center 


staff via toll‐free telephone, chat, or email. In the event a candidate feels that the complaint has 


not been adequately addressed or further research or action is required, the customer support 


staff member will create an incident in Pearson VUE’s Support Services (VSS) incident reporting 


system, which will assign a unique incident number to the issue is for tracking and to facilitate 


timely resolution. VSS is a web‐based, password‐protected tool that test centers can use to 


report low‐ and normal‐priority incidents and track their resolution. (High‐priority incidents 


must be reported by phone.) Incidents reported through this system are typically acted upon 


within one business day.  







 


 


 


Pearson VUE Proposal Response to RFP 3253    Page 122 


Professional Examination Services        May 12, 2016 


Although the majority of issues can be handled through first call resolution or through an 


incident, the following escalation path is available to candidates: 


 The Division’s assigned program coordinator  


 The Division’s support services manager, John Miller 


 The Division’s assigned program manager, Christine Nelson 


 The Division’s account executive, Joel Norris 


 The Division’s executive sponsor, Thomas Magallanes 


 Pearson VUE’s senior‐level executive staff 


The Pearson VUE teams will be well‐trained on the Division’s policies and procedures to make 


sure that candidate concerns can be handled promptly. Pearson VUE and the Division will work 


together to define the types of issues that require notification.  


Additional procedures for responding to specific complaints include: 


Examination Proctors 


In the event a candidate submits a complaint about a proctor to our contact center, an incident 


will be created in the VSS incident reporting system and the assigned program coordinator will 


work with the channel quality team to immediately investigate the matter. If it is found that the 


proctor has acted inappropriately, the candidate may be allowed to retest at no additional 


charge. More information on the formal appeals process is detailed below.  


Examination Sites  


If a candidate should complain about a test center, an incident will be created in the VSS 


incident reporting system and Pearson VUE will investigate the complaint. Any site proving to 


be inappropriate for testing will be notified of the changes required to continue to host testing. 


Failure to comply will result in testing being discontinued at that facility. When a service‐


affecting event is reported by a test center or detected through proactive monitoring, an incident 


is opened in the VSS reporting system. This report contains a description of the service issue and 


is used to transfer information between VSS team members responsible for testing and repair. 


Pearson VUE Staff  


Should a candidate wish to lodge a complaint against any employee of Pearson VUE, he/she 


may: 
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 Call our Minnesota‐based contact center – If the grievance is with a contact center 


representative, the candidate should ask to speak with a supervisor who may then direct 


the candidate to the program manager, Ms. Nelson. 


 Leave a comment in the exit survey or comment card – At the conclusion of each exam, 


candidates are given the opportunity to rate their satisfaction in a variety of categories 


as well as leave comments. Comment cards are submitted to our corporate offices and 


read daily and appropriate action is taken when necessary. 


The appropriate course of action ultimately depends on the nature of the complaint. Outcomes 


may include additional training or, in extreme cases, termination of employment. 


Courtesy of Our Staff 


All candidate‐facing staff members are trained to treat every candidate with respect and 


courtesy. Any candidate wishing to file a complaint against a staff member may do so through 


the channels previously described, and the issue will be immediately investigated by 


Pearson VUE. History has shown that most candidate issues are resolved in the first interaction 


with Pearson VUE. We strive to resolve issues right away and will devote the necessary 


resources to accomplish this goal. Unresolved complaints will be escalated to the candidate 


support services manager, John Miller, who will resolve the issue directly or contact the program 


manager or the Division to assist with the resolution. 


3.3.3 Fees to Division:  


Proposal must include ability to forward exam fees collected by Contractor to the Division for reimbursement of testing 


fees on a monthly basis within 10 days of the end of the month that exam fees were collected. 


Pearson VUE will forward all Division‐specific exam fees collected to the Division for 


reimbursement of testing fees on a monthly basis within 10 days of the end of the month that 


exam fees were collected. Pearson VUE will work with the Division or the designated Nevada 


state financial agency to coordinate a mutually agreeable method for forwarding collected fees. 


Management of this process will be conducted from our end by the Division’s designated 


Pearson VUE program manager, Christine Nelson. 


3.3.4 Payment to Vendor:   


Division will remit the agreed upon testing services fees to vendor in the subsequent month exam fees were collected 


and remitted to the Division or vendor may deduct vendor’s testing services fees from the exam fees collected before 


remitting the balance to the Division.  The vendor also remits a detailed invoice for the fees associated with credit card 


or e‐check transactions and is reimbursed those fees for the State’s portion of the examination fees. 


Under a pursuant contract, Pearson VUE proposes to deduct our testing services fees from the 


exam fees collected, before remitting the balance to the Division. Again, management of this 
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process will be conducted from our end by the Division’s designated Pearson VUE program 


manager, Ms. Nelson. And Pearson VUE will work with the Division or the designated Nevada 


state financial agency to coordinate a mutually agreeable method for remitting the balance to 


the Division. Pearson VUE will also remit a detailed invoice for the fees associated with credit 


card or e‐check transactions and is reimbursed those fees for the State’s portion of the 


examination fees. 


3.3.5 Fee Caps:   


Pursuant to NRS 645.410, NAC 645.207, NAC 645.800, NAC 645.913, NRS 116A.410, NAC 116A.515, NRS 


645D.120, NAC 645D.250, NRS 645C.340 and NAC 645.090 there is a statutory maximum fee that an exam 


candidate may be charged.  It is $75 for the Business Broker and Property Manager permit exams, and $100 for all 


other examinations.  Any surplus fees retained by the Division must be deposited to the State General Fund.  NRS 


645.140. 


There are no statutory fee caps governing the vendor’s portion of the examination fee.  Part of the bid consideration is 


the fee the vendor will charge for administering the examinations, and whether exam development is included as a 


service. 


Pearson VUE acknowledges and accepts that pursuant to NRS 645.410, NAC 645.207, NAC 


645.800, NAC 645.913, NRS 116A.410, NAC 116A.515, NRS 645D.120, NAC 645D.250, NRS 


645C.340 and NAC 645.090, the statutory maximum fee that an exam candidate may be charged is 


$75 for the Business Broker and Property Manager permit exams, and $100 for all other 


examinations. We also acknowledge and accept that any surplus fees retained by the Division 


must be deposited to the State General Fund, in accordance with NRS 645.140. 


Further, we acknowledge and accept that there are no statutory fee caps governing 


Pearson VUE’s portion of the examination fee. Pearson VUE’s per candidate fee charged for 


administering the examinations, is inclusive of all Pearson VUE services required under a 


pursuant contract, including all exam development activities. 
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3.4 Other Enhancements or Services 


3.4.1 Installation Schedule:   


The current contract ends December 31, 2016.  Proposal must include a schedule to demonstrate ability to be in full 


operation of each milestone, identified below, including but not limited to each major heading and sub‐heading of the 


sections outlined in the Scope of Work of this RFP, no later than January 2, 2017: 


3.4.1.1  Job Analysis; 


3.4.1.2  Nevada specific exam question development; 


3.4.1.3  Exam form replacement schedule; 


3.4.1.4  Testing facilities secured; and 


3.4.1.5  Capability of Live‐scan fingerprinting, including verification that Contractor has met the technical security 


requirements to electronically transmit fingerprints to the Department of Public Safety. 


The new vendor must begin administering examinations on January 2, 2017. 


Pearson VUE acknowledges that the current contract ends December 31, 2016.  


Per the RFP instructions, Pearson VUE has provided a proposed schedule to demonstrate our 


ability to be in full operation of each milestone identified below, including but not limited to 


each major heading and sub‐heading of the sections outline in the Scope of Work of RFP 3253, no 


later than January 2, 2017: 


 Job Analysis 


 Nevada specific exam question development 


 Exam form replacement schedule 


 Testing facilities secured 


 Capability of Live‐scan fingerprinting, including verification that Contractor has met 


the technical security requirements to electronically transmit fingerprints to the 


Department of Public Safety 


Pearson VUE has provided our proposed schedule in the form of a preliminary project plan in 


Microsoft Project format as Appendix D within Tab IX of our proposal. 


Project Management Methodology 
Pearson VUE understands that our customers and clients are at the center of everything we do, 


and our products, services, and business processes are tuned to their needs. To that end, 


Pearson VUE offers a refined project methodology based on proven Project Management 


Institute (PMI®) principles and our over 30 years of experience in implementing and maintaining 


testing systems.  
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Pearson VUE has successfully transitioned over 80 clients from our competitors. This is a core 


competency of Pearson VUE and we take this task very seriously.  


We bring to the Division a seasoned team of highly trained staff, a proven project management 


methodology, and advanced technology. The Pearson VUE team will work closely with the 


Division to finalize and execute a full transition plan that addresses the needs of your 


constituents. After thoroughly reviewing the RFP’s requirements, we are confident that our 


approach to transition the Division’s program to Pearson VUE will result in a successful 


implementation. 


On the following pages, Pearson VUE has detailed the service methodology that will be used to 


implement and maintain the Division’s program. 


Project Team 


Pearson VUE’s personnel are highly respected, qualified individuals whose combined expertise in 


the testing industry enables the delivery of exceptional service to both our clients and their 


candidates. Pearson VUE personnel provide our clients with a wealth of experience that is 


unsurpassed in the testing and licensure industry. Our leadership team alone possesses 500 years 


of combined experience in implementing and operating computerized testing 


programs. Pearson VUE staff members are highly experienced in the management, planning, and 


implementation of complex regulatory programs. Their professional qualifications and 


commitment to the detailed knowledge of their clients will provide for the success of the 


Division’s program.  


Management Plan 


Pearson VUE employs a multi‐pronged management solution that begins with assigned program 


manager, Christine Nelson. Ms. Nelson will be the Division’s primary point of contact, 


responsible for leading all implementation activities and providing ongoing support. Her 


extensive knowledge of the regulatory marketplace and established relationships within the 


Nevada regulatory industry will be a significant benefit. Pearson VUE’s program managers 


remain as the client’s point of contact for the duration of the contract term.  


Ms. Nelson is an experienced assessment professional, having served in the industry for six years, 


and has been with Pearson VUE since 2015. Her familiarity with regulatory policy will help 


provide seamless program maintenance for the Division. Ms. Nelson will leverage her wealth of 


experience and business expertise to provide for seamless implementation and ongoing program 


maintenance. Ms. Nelson will manage all program activities and assure the Division that 


Nevada real estate candidates receive superior service throughout the life of the new contract. 


Ms. Nelson will be supported by an extremely experienced team of examination program 


professionals who will assist her in the implementation and ongoing maintenance of the 
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Division’s program. Ms. Nelson will be available to the Division via telephone, fax, and email 


for routine correspondence during normal business hours, and via mobile phone for emergencies 


and/or urgent program issues. Based out of our local Aurora, Colorado office, she resides in close 


proximity to and within the same time zone as the Division for added convenience. 


Working directly with Ms. Nelson will be your designated account executive, Joel Norris, 


Pearson VUE business development manager. In this role, Mr. Norris will be responsible for 


several aspects of Division service, maintaining a communicative relationship, and assisting 


your program manager with point‐of‐escalation responsibilities, as well as Pearson VUE’s 


business development and marketing activities for the Division.  


At the very top, executive oversight will be provided by Pearson VUE’s executive business 


development director, Thomas Magallanes, who will serve as the Division’s executive sponsor. 


In this role, he will help make sure the Division is aware of new innovations in Pearson VUE 


technology, serve as a sounding board for any issues, and help identify program improvements. 


With the executive sponsorship of Mr. Magallanes, the Division is assured of consistently 


superior service and ample attention from Pearson VUE’s top management. 


Project Approach 


Pearson VUE follows a standardized, consultative implementation process with each new client.  


Our project approach for transitioning the Division’s program to Pearson VUE includes the 


following time‐tested techniques for project monitoring and reporting: 


Project Plan 


The key to the continued efficiency and effectiveness of any program implementation or change is 


preparation and planning. To achieve this goal, key Pearson VUE staff, including our designated 


program manager, Ms. Nelson will facilitate a project kickoff meeting at the Division’s offices or 


another location. At this meeting, we will work with Division staff to develop a detailed 


implementation project plan, which will define the necessary tasks to transition to the 


Pearson VUE model. A preliminary project plan, including project tasks and completion dates, is 


included as Appendix D. By accounting for the detailed documentation of tasks as well as 


deadlines and responsibilities, this evolving plan will serve as the core tool for project 


management and progress evaluation between the Division and Pearson VUE.  


During program implementation, clients will work with the publishing services client response 


team, which consists of a group of test publishers that work exclusively on launching new client 


programs. This team of experts helps clients navigate the test publishing process, enabling a 


smooth transition to Pearson VUE and making sure that the exams are built to client 


specifications. After program implementation, a designated test publisher is assigned to work 
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with the client, and the client response team transitions the client to working directly with an 


assigned publisher.  


The publishing services team focuses on making certain that exam programs are implemented 


correctly, from candidate registration through reporting. Members of the team have extensive 


experience in quality control procedures and database technology. The Pearson VUE team 


performs several quality control checks on each test before publication. Given the team’s 


detailed knowledge of the testing business and Pearson VUE’s software systems, clients are 


assured of a consistent, reliable examination publishing process. 


Requirements Definition Document 


Upon contract award, Pearson VUE will also work with the Division to outline a detailed 


requirements definition document. Consistent with the RFP and contract specifications, this 


document will clearly stipulate the manner in which Pearson VUE and the Division will operate 


to meet contract deliverables. Examples include the number of test items in each examination, 


time allotted to test for each examination, retake rules, score report text, the change management 


process, and more. Once agreed upon by Pearson VUE and the Division, the document will aid in 


the execution of the contract by helping all parties to have a clear, shared understanding of what 


will be delivered under the contract. Our experience has shown that taking this time with our 


clients at the outset to develop such a document leads to much more efficient development 


processes and mutually understood goals and methods for a successful project implementation. 


We have included the table of contents of this document in Appendix O to illustrate the breadth 


and depth of the information that we document before proceeding with the transition. 


Change Management 


We will establish a process to identify program changes and enhancements, their impact on the 


implementation project or day‐to‐day service delivery, costs that may be associated with the 


changes, resource availability to address the changes, and the schedule to implement the changes. 


The change management process requires that, before any changes are made to the program that 


could affect the processes and systems, both Pearson VUE and the Division will review, approve, 


and mutually agree to any proposed modifications. 


Pearson VUE will also maintain a shared change‐tracking document. If project specifications are 


modified, the change is documented along with any related changes to cost or schedule. After a 


change is fully documented and Division has signed off on it, Pearson VUE will begin the 


required work. 
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Communication Plan 


A Division‐specific communication plan is a critical element of managing risks and assessing 


impact. Upon contract award, Pearson VUE’s program manager, Ms. Nelson, will develop a 


communication plan with the Division that will be the basis of our collaborative, proactive 


partnership. The objective will be to continue a relationship based on candor, communication, 


and defined roles and responsibilities so that the Division can continue to meet its strategic 


imperative of efficient test delivery. A good communication plan will clarify the project 


objectives and scope of work for all parties, identify all possible issues, and help to minimize 


risks during all phases of the project. 


Throughout implementation and continuing for at least two weeks after launch, we will have 


regular status meetings – the frequency of which will be determined by the Division and the 


project team – in which we review progress, discuss next steps, and review any project risks and 


changes. The program manager will take notes during the status meeting and share them with 


project participants.  


The ongoing communication plan, developed jointly by Pearson VUE and the Division, will 


include but not be limited to the following aspects of client communication:  


 Establishing high‐level expectations for the business partnership of the Division and 


Pearson VUE 


 Defining and clarifying roles, responsibilities, and reporting procedures for the Division 


and Pearson VUE  


 Developing a meeting schedule plan and identify corresponding deliverables with the 


appropriate Division stakeholders. 


 Developing and reviewing high‐level program requirements 


 Developing growth strategies for the Division 


 Confirming program performance expectations and indications 


 Reviewing high‐level project dependencies and risks 


 Establishing the schedule for status meetings 


 Establishing the schedule for the annual account review process 


Implementation Activities 


The outline below defines implementation steps typically performed for each client.  


It is important to note critical factors for implementation success, which include: 


 Dedicated Division involvement 
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 Fully complete requirements definition document 


 Fully understood Division business processes 


 Thorough Division review of data conversion practice runs 


 Timely Division response to implementation deadlines 


Implementation Process Outline 


 Division involvement – Dedicated Division involvement is critical for successful 


implementation. Responsibilities include assigning a main point of contact and working 


with Pearson VUE to document business rules. 


 Definition of Pearson VUE implementation team – The Pearson VUE implementation 


team includes the following: 


 Program manager, Christine Nelson 


 Account executive, Joel Norris 


 Executive sponsor, Thomas Magallanes 


This team works with the client throughout the implementation process; the technical 


account manager continues to work with the Division post‐implementation. 


 Project kickoff and implementation schedule review – The Division and the 


Pearson VUE project management team meet to review the implementation steps and 


schedule. 


 Item import and test development plan – Pearson VUE has a sophisticated, well‐


established data conversion process. The Division and Pearson VUE will work together 


through several conversion tests; when all key stakeholders are satisfied with the 


conversion results, the final conversion is run. 


 Division business process integration – The Pearson VUE implementation team works 


with Division subject matter experts to translate your business processes into program 


rules and requirements, including the following: 


 Certification logic 


 Certification numbers 


 Registration 


 Recertification 


 Work elements and other supporting requirements 
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 Credential verification 


 Final go‐live checklists – Prior to program launch, the Division and our implementation 


team review and sign off on go‐live items, which typically includes converted data, rule 


functionality, and Pearson VUE’s Division “skin” (the candidate‐facing interface). 


 Project management after go‐live – Pearson VUE continues the implementation process 


for two weeks after the go‐live date so that the program manager and other 


Pearson VUE personnel are engaged and can quickly resolve any issues that arise upon 


moving to production. 


Post-Implementation Support and Communication 


Continuous, ongoing communication is essential for maintaining a successful program. The 


program manager and the account executive status meetings will continue to be held on an as‐


needed basis, typically two weeks after program launch. Additional post‐implementation 


communications cover appropriate activities such as test development, item writing and review 


sessions, meetings with Division staff to introduce the program changes, and regularly scheduled 


status meetings with not only the program managers, but Pearson VUE’s executive staff as well. 


As part of our standard implementation planning sessions, Pearson VUE will work with the 


Division to develop a plan with mutually agreeable meetings, schedules, and locations for the 


contract term. 


The Division’s designated program manager, Ms. Nelson, and other senior staff will perform an 


annual account review meeting with the Division. The purpose of this meeting is to review the 


program, address and resolve any outstanding issues, and to discuss future enhancements. 


Pearson VUE will make certain that the Division is completely satisfied with our services and 


that the Division’s program continues to grow through all the value‐added services 


Pearson VUE will provide. Informal account reviews will be conducted during the course of each 


contract year. 


3.4.2  Informational Meetings:   


Proposal must include availability to conduct informational meetings with pre‐license/ certification school owners 


and/or instructors and the Division staff as requested. 


Pearson VUE will conduct informational meetings with pre‐license/certification school owners 


and/or instructors, and the Division staff, as requested, at least once per year, in cities identified 


by the Division.  


Pearson VUE commonly refers to this informational meeting as an “Industry Day,” a day 


dedicated to one or more workshops to provide updates to course sponsors, companies, and other 


interested parties to fully explain the state’s program. Pearson VUE will present the programs to 
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all parties involved and mail presentation materials to interested parties unable to attend. The 


Industry Day also provides an additional forum for discussion of any concerns that they may 


have. We will discuss the status of the testing program, upcoming changes to the testing 


program, and pass/fail ratio statistics for each exam type as desired by the Division.  


Coordination of the Industry Day will be managed by the Division’s assigned Pearson VUE 


program manager, Christine Nelson.  


3.4.3 Photos:     


Proposal must include ability to electronically produce a digital color photo of the candidate; the photo must be no 


smaller than 2x2 inches, full frontal facial with no impediments (no sunglasses, hoodies, caps or hats). 


The Pearson VUE Test Delivery System maintains the ability to electronically produce a digital 


color photo of the candidate. Pearson VUE will make sure that the photo is no smaller than 2x2 


inches, and is a full frontal facial photo with no impediments (no sunglasses, hoodies, caps or 


hats). 


At the test center, Pearson VUE will capture a color photograph for each candidate and will 


retain this photo as part of the candidate record. The administrator takes a high‐quality digital 


photo using inbuilt image‐quality intelligence software to produce a standardized passport‐style 


photo of the candidate that meets rigorous quality standards. While the photo will be captured 


in color, the photo will be printed by the test center printer in gray scale for generation on the 


score report. The Division’s Pearson VUE‐assigned program manager, Christine Nelson, will 


have access to and can seamlessly provide the Division with the actual color candidate photos 


captured, upon request, should the need arise. Pearson VUE provides this exact service to our 


candidate base of millions of individuals annually, including state licensure candidates of the 


Nevada Division of Insurance. 


3.4.4 Live‐scan Fingerprinting:   


Proposal must include availability of Live‐scan fingerprinting service at all testing facilities, including but not limited 


to: 


3.4.4.1 Equip each testing facility for Live‐scan fingerprinting service with availability during hours of operation; 


Pearson VUE acknowledges and accepts that MorphoTrust, USA is the only private live‐scan 


fingerprinting vendor currently authorized by the Nevada Department of Public Safety, 


demonstrating the State of Nevada’s confidence in its overall performance. Further, MorphoTrust 


currently serves as a subcontractor to Pearson VUE under our administration of several state 


licensure assessment contracts, including for the Nevada Division of Insurance. As an inherent 


result of administering the current Nevada insurance licensure program, Pearson VUE maintains 


live‐scan fingerprinting equipment within each of our proposed company‐owned testing 
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locations, and will continue to maintain and equip each of our proposed company‐owned testing 


facilities with live‐scan fingerprinting service with availability during hours of operation. 


Pearson VUE will rely on our current business relationship with MorphoTrust and our 


experience with electronic fingerprinting and MorphoTrust technology to easily and securely 


accommodate Nevada real estate candidates with fingerprinting sites throughout the state. 


Pearson VUE’s existing relationship with MorphoTrust will enable us to seamlessly maintain 


any hardware and software installations within our existing Nevada test center network, and 


trained test center staff will coordinate examination and fingerprinting services to your 


applicants. 


MorphoTrust will provide Pearson VUE with the most current live scan systems, employing the 


FBI‐certified TouchPrint™ 4100 Enhanced Definition Scanner. The live scan workstation has 


built‐in quality assurance software, the parameters to provide the highest quality of imaging, 


and the capability to print at the time of fingerprint capture. The result is a lower error and 


rejection rate by FBI Automated Fingerprint Identification System standards.  


MorphoTrust uses a Virtual Private Network (VPN) tunnel that employs industry‐standard 


encryption. The VPN uses authentication to provide the identity of tunnel endpoints, encryption 


to prevent eavesdropping or copying of sensitive information transferred through the tunnel, and 


integrity checks to make sure that data is not changed in transit. This configuration prevents 


“eavesdropping” and signal diversion, along with “man‐in‐the‐middle” attacks and other 


snooping technologies on any transmissions. 


MorphoTrust will be responsible for training test center staff on the equipment and successful 


fingerprint capture and transmission. They will also be responsible for providing Tier 2 support 


should there be technical issues at the test center. 


Fingerprint Technicians and Sites  
The electronic fingerprinting capture service will primarily be delivered to the Division’s 


candidates by Pearson VUE’s highly trained, on‐site fingerprint technicians. These technicians 


will guide each of the Division’s candidates through fingerprint capture, then facilitate the 


capture and transmission via MorphoTrust’s TouchPrint™ 4100 Enhanced Definition Scanner 


and “store‐and‐forward” server.  


In Pearson VUE test centers, fingerprint stations are conveniently located adjacent to the check‐


in/registration desk within the test center, and apart from the main testing area. Neither 


examination registration nor examination administration impedes the fingerprinting 


registration and administration, and vice versa.  
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Pearson VUE will also provide our help desk staff for technical support of the Division’s 


fingerprinting program. Pearson VUE help desk analysts and managerial staff provide technical 


support on rotating shifts to provide full help desk operation 24 hours a day, seven days a week. 


All help desk personnel will receive training on the specific requirements of the Division’s 


program. A program‐specific procedural manual will provide step‐by‐step instruction for all 


program procedures.  


3.4.4.2 Maintain fingerprinting equipment on a service schedule throughout the entire contract term with performance 


and operational efficiency rated within 1‐2% of total number of calendar days each testing facility is in operation each 


calendar year; 


Pearson VUE will maintain fingerprinting equipment on a service schedule throughout the entire 


contract term with performance and operational efficiency rated within 1‐2% of total number of 


calendar days each testing facility is in operation each calendar year. 


MorphoTrust’s “Open Network” solution will allow candidates to be fingerprinted at a 


Pearson VUE test center or at a MorphoTrust site quickly and easily. Candidates will need a 


reservation, which can be made through MorphoTrust’s toll‐free contact center or online a 


minimum of 24 hours in advance of the appointment. While appointments are required for test 


centers, a testing candidate may also schedule a “same‐day” appointment after completing an 


examination by calling MorphoTrust’s customer service center, making a reservation, and paying 


the appropriate fees. 


Pearson VUE will capture electronic fingerprints using processes we have successfully 


established in the States of Alaska, Idaho, Florida, Utah, and Nevada. Applicants will make a 


fingerprint appointment through MorphoTrust’s online registration system or by telephone 


through their customer service center. Payment will be collected and biographic and 


demographic data will be captured at this time and verified at the test center.  


When the candidate arrives at the test center, Pearson VUE will verify his or her identity along 


with the required demographic and biographic data. The candidate’s fingerprint images will be 


captured electronically using MorphoTrust’s live scan device. The electronically captured 


fingerprints along with the required demographic and biographic data will be transmitted 


electronically in real time to the Nevada Department of Public Safety using secure, encrypted 


VPN transmission protocols via MorphoTrust’s “store‐and‐forward” system. Results will be 


processed through the Nevada Department of Public Safety. 


Utilizing Pearson VUE’s MorphoTrust solution for fingerprinting services will also provide the 


Division with these additional benefits:  


 Applicants printed with over a 99 percent acceptance rate  
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 Days and hours of operation specifically designed for the needs of applicants  


 Services offered in the professional environment of the test center  


 Appointment scheduling with MorphoTrust available online 24/7 and by telephone from 


5 a.m. to 5 p.m. PT, Monday through Friday.  


 Pearson VUE’s experience delivering scalable and custom fingerprint solutions  


 MorphoTrust’s successful track record of contracting with Pearson VUE 


3.4.4.3 Report immediately any excess downtime outside the deficient operational parameters and identify alternative 


measures until rectified; 


Pearson VUE will report immediately any excess downtime outside the deficient operational 


parameters and identify alternative measures until rectified. Coordination of these measures will 


be managed by your assigned program manager, Christine Nelson. She will work directly with 


MorphoTrust to address and resolve any downtime issues, and communicate our alternative 


measures to the Division. 


3.4.4.4 Secure a direct billing account with the State Repository via the Department of Public Safety; 


Pearson VUE will secure a direct billing account with the State Repository via the Department 


of Public Safety. Pearson VUE and MorphoTrust can collect and provide for the reconciliation of 


the payment of fees to the Nevada Department of Public Safety for background checks. Because 


the Nevada Department of Public Safety requires each transaction to be paid for at the time of 


submission, a credit card account will be established with the Nevada Department of Public 


Safety with a large credit line to accommodate multiple transactions. To make certain each 


candidate is accounted for, all transactions will be reconciled between MorphoTrust and 


Pearson VUE.  


MorphoTrust’s scheduling system includes a flexible payment system that will allow applicants 


to pay by using major credit cards via telephone or online. Applicants may pay for fingerprinting 


services, as with examinations, with a major credit card, debit card, or electronic check. 


3.4.4.5  The Nevada Department of Public Safety charges $38.25 to process Live‐scan electronically submitted prints.  


The Division is not aware of any statutory fee caps governing the vendor’s portion of the fingerprinting fee; 


Pearson VUE acknowledges and accepts that the Nevada Department of Public Safety charges 


$38.25 to process live‐scan electronically submitted prints, and that the Division is not aware of 


any statutory fee caps governing Pearson VUE’s portion of the fingerprinting fee. 







 


 


 


Pearson VUE Proposal Response to RFP 3253    Page 136 


Professional Examination Services        May 12, 2016 


3.4.4.6 Secure a direct electronic transmission of fingerprinting to the State Repository via the Department of Public 


Safety; and 


Pearson VUE will work with MorphoTrust to maintain our existing setup and infrastructure for 


direct electronic transmission of fingerprinting to the State Repository via the Department of 


Public Safety. Pearson VUE will capture electronic fingerprints using processes we have 


successfully established in the States of Alaska, Idaho, Florida, Utah, and Nevada. Applicants 


will make a fingerprint appointment through MorphoTrust’s online registration system or by 


telephone through their customer service center. Payment will be collected and biographic and 


demographic data will be captured at this time and verified at the test center.  


When the candidate arrives at the test center, Pearson VUE will verify his or her identity along 


with the required demographic and biographic data. The candidate’s fingerprint images will be 


captured electronically using MorphoTrust’s live scan device. The electronically captured 


fingerprints along with the required demographic and biographic data will be transmitted 


electronically in real time to the Nevada Department of Public Safety using secure, encrypted 


VPN transmission protocols via MorphoTrust’s “store‐and‐forward” system. Results will be 


processed through the Nevada Department of Public Safety. 


3.4.4.7 Attest that all employees who have direct contact with applicants for licensure or individuals submitting 


fingerprints have been subject to a federal criminal background investigation with no criminal convictions in their 


history. 


As documented within our submitted Attachment B – Technical Proposal Certification of 


Compliance with Terms and Conditions of RFP, Pearson VUE has taken exception to this RFP 


requirement.  


Pearson VUE has implemented a comprehensive background check program for all its employees 


that it believes provides appropriate industry standard coverage to assess whether any apparent 


risks are present in hiring an individual. Pearson VUE proposes to use its existing background 


check program for employees that currently work for Pearson VUE and will be leveraged to 


provide services for the Division. Pearson VUE will work with the Division to meet the intent of 


this requirement. 


The key to excellent test center service for both examinees and clients is the quality of the test 


center staff, who maintain a majority of our direct contact with applicants for licensure or 


individuals submitting fingerprints. Pearson VUE recruits and hires only qualified personnel to 


operate this critical component of our service. We carefully screen all applicants, subject them to 


a criminal background check, and evaluate them for a variety of skills, including personal 


communication. As a condition of employment, Pearson VUE’s proctors and test center 


managers agree to adhere to a set of standards and a code of behavior designed to provide a fair, 
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equitable, and honest test administration. In addition, we take great care to avoid potential 


conflicts of interest; for example, personnel cannot be associated with the examination program 


or other organizations involved with the development or administration of the examination 


program. 


Test center staff members are subject to criminal background screenings once an offer is made 


and prior to the employee’s start date. Employees do not begin working until all checks have 


been cleared and are satisfactory. All background checks are completed by a contracted third 


party and final determination is made by Pearson VUE’s human resources department. Findings 


in a criminal background check that result in disqualification include any felony conviction or 


any dishonesty or theft‐related conviction (misdemeanor or felony). In addition, all employees 


must complete an annual Privacy and Data Security awareness training session, followed by an 


assessment. 


Additionally, Pearson VUE follows all Pearson, Equal Employment Opportunity (EEO), 


Affirmative Action, and Office of Federal Contract Compliance Programs (OFCCP) guidelines 


for hiring. 


3.4.5 Additional Services Provided by Vendor:  


Indicate any other non‐required service or enhancement the vendor offers.  Vendor may present any creative approaches 


that might be appropriate, and may provide supporting documentation that would be pertinent to this RFP. 


Pearson VUE’s comprehensive suite of services includes offerings not required by the RFP that 


we believe could enhance the Division’s program.  


We would be glad to provide the Division information about our digital credential platform, 


Acclaim. Built using badging technology, Acclaim would allow the specific skills validated and 


demonstrated through the Division’s examination program to be viewed, shared, and 


authenticated across the web in a verified fashion.  


Based on the open standard developed by the Mozilla Foundation, the badge is a digital 


credential that recognizes and verifies the learning achievement of an individual. (See Figure 34.) 


For example, the badge would allow licensees to present their license electronically upon request, 


or share it across the web on popular social and professional networks such as LinkedIn, 


Facebook, and Twitter. This capability could be also used to protect the public: consumers could 


easily and quickly be assured of a Nevada real estate license status.  
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Pearson VUE is also able to provide licensing services such as the following:  


 Pre‐licensing and continuing education provider application and renewal screening. 


Services would include front‐end receipt, management, and first‐tier call center support 


for provider applications and renewals.  


 Pre‐licensing and continuing education course application and renewal screening. 


Services would include front‐end receipt, management, and first‐tier call center support 


for course applications and renewals.  


 License application screening. Services would include front‐end receipt, management, 


and first‐tier call center support for license applications and renewals. Pearson VUE 


staff would manage all of the initial interaction with current and prospective licensees. 


Application materials would then be routed to the Division using a Pearson VUE or 


State electronic interface, and the Division would grant final approvals. 


Pearson VUE has extensive experience with application and licensure services. We have provided 


these services to our client base for more than 30 years, and today, we provide a full spectrum of 


back office licensing and application processing services for a broad range of clients, including 


the following:  


 Nearly 30 clients, including one client that oversees 18 licensing boards 


 National and federal programs such as the Financial Industry Regulatory Authority 


(FINRA), the National Council of State Boards of Nursing (NCSBN) NCLEX exam, 


Figure 34. Above is a depiction of the Acclaim user interface’s cross-compatibility 
shown on a variety of devices. 
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which includes serving NCLEX candidates in every state and jurisdiction, and the US 


Department of State Foreign Service Officer Test (FSOT) 


 Large licensing and testing clients through our corporate and three dedicated local 


offices, which have 70 years of combined experience 


To meet the needs of some of our clients, we have opened up satellite offices in Arkansas, 


Colorado, Maryland, and North Carolina, where we process application and licensing data from 


tens of thousands of candidates. At these locations, Pearson VUE staff members provide 


candidate support, review license applications against client‐specific rules, and/or enter 


application data into electronic databases.  


Pearson VUE would be more than happy to discuss these optional services in greater detail at 


the Division’s request. 
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Tab VII– Section 4 – Company Background and 
References 


4. Company Background and References 


4.1 Vendor Information 


4.1.1  Vendors must provide a company profile in the table format below. 


Pearson VUE has provided our company profile in the below table. 


Question  Response 


Company name:  NCS Pearson, Inc. 


Ownership (sole proprietor, partnership, 


etc.): 


Corporation 


State of incorporation:  Minnesota 


Date of incorporation:  March 28, 1962 


# of years in business:  54 


List of top officers:  Douglas G. Kubach, President 


Daniel J. DeVoe, Secretary 


Michael Flynn, Treasurer 


Location of company headquarters:  5601 Green Valley Drive 


Bloomington, Minnesota 55437 


Location(s) of the company offices:  Pearson VUE has several offices in the US and 


across the globe as listed on our website 


(www.pearsonvue.com/about/locations). 


Location(s) of the office that will provide the 


services described in this RFP: 


Corporate Headquarters: 


5601 Green Valley Dr.  


Bloomington, Minnesota 55437 
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Question  Response 


Regulatory Business Office:  


3 Bala Plaza West, Suite 300 


Bala Cynwyd, Pennsylvania 19004  


 


Colorado Business Office (Location of assigned 


program manager): 


3434 S. Vaughn Way, Suite 205 


Aurora, Colorado 80014 


 


Illinois Business Office (Location of several 


psychometric services team members): 


1 N. Dearborn Street, Suite 1600 


Chicago, Illinois 60602  


 


Bloomington West Office (Location of our 


contact center office): 


5715 West Old Shakopee Road 


Bloomington, MN 55437 


Number of employees locally with the 


expertise to support the requirements 


identified in this RFP: 


17 Pearson VUE employees in Nevada 


Number of employees nationally with the 


expertise to support the requirements in this 


RFP: 


About 400 program management employees 


and 1,604 test center employees. Not included 


in these numbers are contact center, business 


development, marketing, and other support 


personnel, which total 894 employees. 


Location(s) from which employees will be 


assigned for this project: 


Our Nevada company‐owned test centers 


(Reno, Las Vegas) and the aforementioned 
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Question  Response 


Aurora, CO, Bala Cynwyd, PA, Bloomington, 


MN, and Chicago, IL offices. 


4.1.2 Please be advised, pursuant to NRS 80.010, a corporation organized pursuant to the laws of another state must 


register with the State of Nevada, Secretary of State’s Office as a foreign corporation before a contract can be executed 


between the State of Nevada and the awarded vendor, unless specifically exempted by NRS 80.015. 


Pursuant to NRS 80.010, as a Minnesota founded business, NCS Pearson, Inc. has registered with 


the State of Nevada, Secretary of State’s Office as a foreign corporation in “Active” status, under 


business license number NV19841011933. (See Figure 35.) 


Figure 35. NCS Pearson, Inc. is registered as a foreign corporation in “Active” status, under business 
license number NV19841011933. 
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4.1.3  The selected vendor, prior to doing business in the State of Nevada, must be appropriately licensed by the 


State of Nevada, Secretary of State’s Office pursuant to NRS76. Information regarding the Nevada Business License 


can be located at http://nvsos.gov. 


 


Question  Response 


Nevada Business License Number:  NV19841011933 


Legal Entity Name:  NCS Pearson, Inc. 


Is “Legal Entity Name” the same name as vendor is doing business as? 


 


Yes    No  X 


If “No”, provide explanation. 


NCS Pearson, Inc. does not use a fictitious business name, or d/b/a. Our legal name is NCS 


Pearson, Inc. Pearson VUE is the business brand under which NCS Pearson operates for its 


professional licensure and certification assessment service offering. Pearson VUE is a business of 


NCS Pearson, Inc., which is, in turn, a subsidiary of Pearson plc.  


4.1.4 Vendors are cautioned that some services may contain licensing requirement(s).  Vendors shall be proactive in 


verification of these requirements prior to proposal submittal.  Proposals that do not contain the requisite licensure may 


be deemed non‐responsive. 


Pearson VUE understands that some services may contain licensing requirements. As previously 


noted, NCS Pearson is licensed by the Office of the Secretary of the State pursuant to 


NRS§80.010. The Nevada Business License Number of NCS Pearson, Inc., is NV19841011933. 


Pearson VUE is a business of NCS Pearson and utilizes their Nevada Business License Number.   


4.1.5  Has the vendor ever been engaged under contract by any State of Nevada agency?   


 


Yes  X  No   
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If “Yes”, complete the following table for each State agency for whom the work was performed.  Table can be duplicated 


for each contract being identified. 


 


Question  Response 


Name of State agency:  Nevada State Board of Nursing 


State agency contact name:  Patty Towler 


Dates when services were performed:  1995‐2005 


Type of duties performed:  Test Development and Test Administration 


Total dollar value of the contract:  $1,000,000 (over two years) 


 


Question  Response 


Name of State agency:  Nevada Division of Insurance 


State agency contact name:  Joy Miller 


Dates when services were performed:  1990‐Present 


Type of duties performed:  Test Development and Test Administration 


Total dollar value of the contract:  $ 1,918,728 (over four years) 
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4.1.6 Are you now or have you been within the last two (2) years an employee of the State of Nevada, or any of its 


agencies, departments, or divisions? 


 


Yes    No  X 


If “Yes”, please explain when the employee is planning to render services, while on annual leave, compensatory time, or 


on their own time? 


As Pearson VUE has responded “No,” additional detail is inapplicable. 


If you employ (a) any person who is a current employee of an agency of the State of Nevada, or (b) any person who has 


been an employee of an agency of the State of Nevada within the past two (2) years, and if such person will be 


performing or producing the services which you will be contracted to provide under this contract, you must disclose the 


identity of each such person in your response to this RFP, and specify the services that each person will be expected to 


perform. 


To the best of our knowledge, Pearson VUE does not employ (a) any person who is a current 


employee of an agency of the State of Nevada, or (b) any person who has been an employee of an 


agency of the State of Nevada within the past two (2) years. 


4.1.7  Disclosure of any significant prior or ongoing contract failures, contract breaches, civil or criminal litigation 


in which the vendor has been alleged to be liable or held liable in a matter involving a contract with the State of Nevada 


or any other governmental entity.  Any pending claim or litigation occurring within the past six (6) years which may 


adversely affect the vendor’s ability to perform or fulfill its obligations if a contract is awarded as a result of this RFP 


must also be disclosed. 


Does any of the above apply to your company? 


 


Yes    No  X 


 


From time to time in the course of conducting our normal business activities NCS Pearson, Inc., 


as is the case with most U.S. employers, is/has been involved in various business and 


employment litigation matters. To the best of our knowledge as of the date of this RFP response 


no civil or criminal judgments have been entered against NCS Pearson, Inc. and we have no 


reason to believe that we are not able to perform the services as set forth herein. In addition, 


NCS Pearson, Inc. understands and agrees that in the event of contract award and during the 


term of such contract it will provide notice as required herein of any litigation or investigation 


matters which arise. 







 


 


 


Pearson VUE Proposal Response to RFP 3253    Page 147 


Professional Examination Services        May 12, 2016 


If “Yes”, please provide the following information.  Table can be duplicated for each issue being identified. 


As Pearson VUE has responded “No,” additional detail within the prescribed table is 


inapplicable. 


4.1.8 Vendors must review the insurance requirements specified in Attachment E, Insurance Schedule for RFP 3253.  


Does your organization currently have or will your organization be able to provide the insurance requirements as 


specified in Attachment E. 


 


Yes  X  No   


Any exceptions and/or assumptions to the insurance requirements must be identified on Attachment B, Technical 


Proposal Certification of Compliance with Terms and Conditions of RFP.  Exceptions and/or assumptions will be taken 


into consideration as part of the evaluation process; however, vendors must be specific.  If vendors do not specify any 


exceptions and/or assumptions at time of proposal submission, the State will not consider any additional exceptions 


and/or assumptions during negotiations.  


Upon contract award, the successful vendor must provide the Certificate of Insurance identifying the coverages as 


specified in Attachment E, Insurance Schedule for RFP 3253. 


Pearson VUE acknowledges and accepts that any exceptions and/or assumptions to the 


insurance requirements must be identified on Attachment B, Technical Proposal Certification of 


Compliance with Terms and Conditions of RFP. We acknowledge and accept that exceptions 


and/or assumptions will be taken into consideration as part of the evaluation process; however, 


vendors must be specific. Further we acknowledge that if we do not specify any exceptions and/or 


assumptions at time of proposal submission, the State will not consider any additional 


exceptions and/or assumptions during negotiations.  


Upon contract award, Pearson VUE will provide the Certificate of Insurance identifying the 


coverages as specified in Attachment E, Insurance Schedule for RFP 3253. 


4.1.9 Company background/history and why vendor is qualified to provide the services described in this RFP.  Limit 


response to no more than five (5) pages. 


Pearson VUE is an experienced professional testing organization that specializes in the 


development and administration of professional and occupational competency examinations. 


Through our parent organization, Pearson VUE has provided test development, test 


administration, and related services to government agencies for over 80 years. In 1981, we 


entered the professional licensure market and today, Pearson VUE serves approximately 150 


state regulatory agencies and boards. Over the past 35 years, Pearson VUE has expanded its 
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business operations to include continuing education tracking and credit banking, various 


licensing activities, fingerprinting, and practice test administration.  


Our regulatory client base spans major state markets such as insurance, real estate, appraiser, 


cosmetology, contractors, and nurse aides. In addition, we contract with government regulatory 


agencies throughout the United States responsible for licensing public safety professionals, 


funeral services professionals, and lead abatement specialists, among others. Pearson VUE 


administers millions of state licensing examinations every year across all 50 states and the 


District of Columbia.  


Our staff has extensive experience in successfully managing large examination programs. Our 


wide range of services is based on Pearson VUE’s partnership approach with our clients, 


including building the software and systems that meet their needs. Such experience is invaluable, 


and has provided our process design, consulting, and program management staffs with detailed 


insight into every aspect of the credentialing and licensing process.  


Pearson VUE is a business of NCS Pearson, Inc., a for‐profit corporation founded in 1962 and 


incorporated in Minnesota. NCS Pearson, Inc. is a subsidiary of Pearson, the international 


media and education company with market‐leading businesses in education, assessment, 


business information, and consumer publishing. NCS Pearson, Inc. acquired Promissor from 


Houghton Mifflin on January 23, 2006 and integrated Promissor with its existing assessment 


division, Pearson VUE. NCS Pearson and Pearson plc view testing as a natural fit with their 


other business interests, and are dedicated to the testing industry and our clients. 


History 
Pearson VUE is an integral part of Pearson plc, which traces its involvement in the testing 


business to the early 20th century. In 1932, Pearson published an academic achievement test for 


use in New York City, beginning our 80+ year history supporting assessments for state and local 


governments. Since then, Pearson has greatly expanded its presence in the testing industry to 


become the leader in test development and administration for school districts, state regulatory 


agencies, national certification bodies, and corporations across the United States. No other 


vendor can match our experience or longevity in the testing industry. 


Pearson VUE is a business of NCS Pearson, Inc., a for‐profit corporation founded in 1962 to 


provide test‐scoring services to college counseling offices. NCS Pearson, Inc. acquired Promissor 


from Houghton Mifflin on January 23, 2006 and integrated Promissor with its existing 


professional and occupational competency assessment division, Pearson VUE. Pearson VUE’s 


innovations have had an impact on every aspect of the licensure examination industry for more 


than 30 years. While many testing companies deliver licensure examinations for state agencies, 


no other company delivers licensure services with the same high level of quality and attention to 
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detail as Pearson VUE. Pearson VUE is proud to state that we have never had a contract 


terminated for non‐performance. 


Testing Industry Involvement 
Pearson VUE exceeds expectations by using industry best practices complemented by a true 


company‐wide commitment to provide the highest quality testing program available. We are 


committed to a program of ongoing reinvestment in our people, new technology, and the quality 


assurance of our testing process from beginning to end. Our test development approach creates 


exams that meet or exceed the needs of the industries we serve, and we are constantly 


strengthening those exam programs. Pearson VUE follows strict procedures and invests in the 


appropriate job analyses to be sure our examinations reflect entry‐level knowledge required by a 


licensee. Our test development staff is trained to facilitate the writing and review of questions 


by subject matter experts (SMEs).  


To maintain our currency and demonstrate our commitment to the industries we service, our 


staff members participate at all levels in various industry and professional organizations, as 


exhibitors, committee members, presenters, and attendees. These connections attest to the range 


of our interests in both the state regulatory and national association marketplace, as well as our 


commitment to maintaining the highest standards in assessment, measurement, licensing, and 


regulation. Pearson VUE maintains an active professional relationship with over 15 


organizations.  


We have provided a complete list below. 


 American Association of 


Cosmetology Schools (AACS) 


 International Association of Chiefs of 


Police (IACP) 


 American Educational Research 


Association (AERA) 


 International Association of 


Directors of Law Enforcement 


Standards & Testing (IADLEST) 


 Asia Association of Test Publishers 


(A‐ATP) 


 International Association of Fire 


Chiefs (IAFC) 


 Association of Real Estate License 


Law Officials (ARELLO®) 


 International Test Commission (ITC) 


 Association of Test Publishers (ATP)   National Association of Insurance 


Commissioners (NAIC) 
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 Council on Licensure, Enforcement, 


and Regulation (CLEAR) 


 National Association of State 


Contractors Licensing Agencies 


(NASCLA) 


 European Association of Test 


Publishers (E‐ATP) 


 National Council of State Boards of 


Nursing® (NCSBN®) 


 India Association of Test Publishers 


(I‐ATP) 


 National Council on Measurement in 


Education (NCME) 


 Institute for Credentialing Excellence 


(ICE) 


 Pro Board Fire Service Qualification 


System 


 Insurance Regulatory Examiners 


Society (IRES) 


 Securities and Insurance Licensing 


Association (SILA) 


 International Association for 


Computerized Adaptive Testing 


(IACAT) 


 


Present Status and Plans 
Pearson VUE’s market objective is to continue to be a leader in examination, continuing 


education, and licensing support functions for state regulatory agencies. Pearson VUE has an 


outstanding presence today in this market, with particular strengths in the insurance, real estate, 


nurse aide, and cosmetology sectors.  


Specifically, Pearson VUE has the following market penetration: 


 Real Estate: 15 contracts, which include testing in 14 states/territories (including the 


District of Columbia), continuing education in two states, licensing in one state, and 


fingerprinting in three states  


 Appraisers: 22 contracts, which include testing in 22 states/territories (including the 


District of Columbia and Puerto Rico), and fingerprinting in one state 


 Insurance: 25 contracts, which include testing in 22 states/territories (including the 


District of Columbia), continuing education in six states, licensing in three states, and 


fingerprinting in four states 
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 Nurse Aide: Testing in 26 states/territories, including the District of Columbia, Guam, 


Northern Mariana Islands, American Samoa, and the Virgin Islands, and licensing 


(registry) in six states  


 Cosmetology: Testing in four states and fingerprinting in one state 


 Public Safety: Testing in three states for five regulatory boards  


 Testing, continuing education, and licensing services for other professions and markets, 


including auctioneers, contractors, financial professionals, pre‐employment, etc. 


Pearson VUE’s future plans are to solidify and grow its presence in this market with continuing 


investment in technology and content.  


Pearson VUE will focus on the state regulatory market, with growth tactics centered on the 


following: 


 Continual investment in our examination, licensing, and continuing education 


technologies to advance our test delivery options, self‐service capabilities, Internet 


usability, and integration among all components of examination and licensing functions 


 Continued recruitment and training of top professionals in the state regulatory 


industries, to build the highest service quality 


 Continued investment in examination content to provide compatibility with national 


and state legislation 


 Continual commitment to providing clients with outstanding service, which is driven by 


our flexibility to client needs, adherence to industry best practices, accounting of 


performance metrics, and dedication to the security of client and candidate data.  


Stable and Committed Ownership 


Our ability to retain our clients while implementing new programs is largely attributable to our 


stable and committed ownership. Pearson VUE is an integral part of Pearson plc (Pearson), the 


worldʹs leading learning company with 40,000 employees in more than 70 countries working to 


help people of all ages make measurable progress in their lives through learning. A $6.7 billion 


corporation, Pearson allows us to offer our clients exceptional services and capacity. We are not 


owned by a venture capitalist or other outside interests that do not have a long‐term commitment 


to the industry or, more importantly, its client base. Pearson is an extremely stable organization 


committed to the long‐term growth and development of Pearson VUE, the testing industry, and 


our clients.  


Pearson plc generated positive free cash flow in each of the past nine years, with close to $653 


million in operating cash flow generated in 2015 alone, which affords Pearson VUE the financial 
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support to perform all services outlined in this proposal. In partnership with our 450 clients, 


Pearson VUE delivered over 14 million exams in 2015, testing candidates seeking licensure or 


certification in fields as diverse as education, finance, government, health and medicine, human 


resources, information technology (IT), inventory control, payroll, and other markets. 


In an ever‐changing economic climate, our parent organization, Pearson, continues to make 


substantial investments in the testing and assessment arenas, enabling us to remain a reliable 


business partner for our entire assessment client base. We encourage you to evaluate the 


ownership stability, credit‐worthiness, financial statements, and Dun and Bradstreet reports of 


each proposed provider to assess its stability and long‐term commitment to the testing industry.  


4.1.10 Length of time vendor has been providing services described in this RFP to the public and/or private sector.  


Please provide a brief description. 


Pearson VUE has been providing test development, test administration, and related services to 


state regulatory clients for nearly 35 years. More specifically, Pearson VUE has provided real 


estate licensure testing services for 33 years. Of our 15 real estate testing clients, five – Arkansas, 


the District of Columbia, Indiana, Kansas, and Utah – have continuously tested with 


Pearson VUE since the mid‐1980s. Over the course of those years, Pearson VUE has expanded its 


business ventures to include continuing education tracking and credit banking, various licensing 


activities, fingerprinting, and practice test administration. 


Pearson VUE has delivered real estate examinations since 1983 and appraiser examinations since 


1992. Our real estate program is supported by close relationships with our real estate subject‐


matter experts (SMEs) who’ve participated in our job analysis processes. Pearson VUE SMEs, 


who help establish validity for our general real estate examinations, are geographically diverse. 


Their experience, which ranges from practitioner to agency owner, educator, and commissioner, 


makes sure that the subject matter for the exams is truly representative of the knowledge base 


necessary to prove minimal, entry‐level competence in their professions.  


Pearson VUE maintains relationships with government officials and various state legislators 


throughout the country. We participate in national industry conferences and hold memberships 


in a variety of real estate industry associations, including the Association of Real Estate License 


Law Officials (ARELLO®). We were one of the first vendors to acquire ARELLO certification and 


our real estate examinations have been continuously certified by ARELLO since December 1994. 


We will continue to renew our certification because it provides a means to assure our clients 


that our examinations satisfy quality standards, maintain consistency, and promote greater 


licensing reciprocity through increased mutual recognition of licensing examinations. We are 


currently certified through December 31, 2019. A copy of our ARELLO certification letter has 


been provided in Appendix B. In accordance with ARELLO’s requirements, Pearson VUE’s 
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application for re‐accreditation will be submitted 120 calendar days prior to the expiration of 


the current accreditation period.  


Pearson VUE has partnered with The Appraisal Foundation since 1992 to administer the 


national appraiser examination, which is currently developed by the Appraiser Qualifications 


Board (AQB), an independent board of The Appraisal Foundation. Under the provisions of Title 


XI of the Financial Institutions Reform, Recovery and Enforcement Act of 1989 (FIRREA), the 


AQB establishes the minimum education, experience, and examination requirements for real 


property appraisers to obtain a state certification. As an approved AQB test provider, 


Pearson VUE is provided exam data from the AQB, which we then use to build the appraiser 


tests to specification. We currently provide appraiser examination services and/or licensing 


services for 23 states/territories, including the District of Columbia and Puerto Rico.  


Pearson VUE also administers professional appraiser certification exams under a separate 


contract with the Appraisal Institute. The Appraisal Institute is a global membership 


association of professional real estate appraisers with nearly 23,000 members. Its mission is to 


advance professionalism and ethics, global standards, methodologies, and practices through the 


professional development of property economics worldwide. Members may hold the prestigious 


MAI, SRPA, and SRA designations, for which Pearson VUE is the exclusive test delivery 


provider. 


Pearson VUE is uniquely qualified to develop and administer the Division’s professional 


examination services program. We offer over 30 years of experience in delivering testing services 


that are psychometrically sound and standardized, operationally professional and efficient, and 


proven in jurisdictions nationwide. Significantly, we have never had a contract terminated for 


non‐performance.  


Additionally, Pearson VUE’s real estate testing industry leadership, experience, and 


achievements, immediately and clearly differentiate Pearson VUE from other professional real 


estate testing vendors: 


 Pearson VUE currently provides services to 15 real estate departments and 23 real estate 


appraiser departments.  


 In 2015, Pearson VUE administered over 170,000 real estate exams.  


 Pearson VUE administered its first CBT exam in 1983. Today, our state regulatory test 


takers have access to more than 200 test centers nationally.  


 We have a close relationship with ARELLO and our real estate examinations have been 


continuously certified by ARELLO since December 1994. Our current exams are 


ARELLO‐certified through December 31, 2019.  
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Experienced Fingerprinting Vendor 
At the request of many of our state licensing clients, Pearson VUE began providing candidates 


with fingerprinting services in 1993 as a convenient way to expedite a state’s professional license 


application process. Since that time, Pearson VUE’s service offerings have included digital 


fingerprinting and electronic transmission of candidate fingerprint files. Today, several thousand 


applicants and licensees are fingerprinted monthly in Pearson VUE test centers.  


In 2002, at the request of the National Association of Insurance Commissioners (NAIC), 


Pearson VUE led the first pilot programs for digital fingerprint background checks in the states 


of Alaska, Idaho, and Washington. Since that time, Pearson VUE has implemented additional 


live‐scan fingerprinting solutions in Nevada, Florida, Georgia, Montana, Texas, and Utah.  


To provide advanced digital fingerprinting services, Pearson VUE partners with the industry’s 


pre‐eminent enrollment and fingerprinting services company, MorphoTrust, to install 


fingerprinting systems in our national network of company‐owned and ‐operated test centers. 


The systems are completely ink‐free, have a near‐zero rejection rate, and reduce administrative 


costs by as much as fifty percent compared to processing costs for the ink‐based alternative. The 


technology is highly advanced and is certified to meet all Federal Bureau of Investigation (FBI) 


specifications for fingerprint capture. 


Pearson VUE provides digital fingerprinting services to the state agencies listed below: 


 Alaska Department of Insurance 


 Florida Department of Business and Professional Regulation – Division of Real Estate 


and Appraiser Board, as well as ten professions regulated by the Department 


 Florida Department of Financial Services – Division of Insurance, Fire Marshal, Fire 


Safety and Standards and the Fraud Division 


 Georgia Insurance Department 


 Idaho Real Estate Commission 


 Montana Insurance Department 


 Nevada Division of Insurance 


 Texas Department of Insurance 


 Utah Department of Real Estate Agents and Brokers 
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4.1.11 Financial information and documentation to be included in Part III, Confidential Financial Information of 


vendor’s response in accordance with Section 9.5, Part III – Confidential Financial Information.  


4.1.11.1  Dun and Bradstreet Number  


As required, our response to this requirement has been included within our Part III – 


Confidential Financial Information proposal volume. 


4.1.11.2  Federal Tax Identification Number 


As required, our response to this requirement has been included within our Part III – 


Confidential Financial Information proposal volume. 


4.2 Subcontractor Information 
4.2.1 Does this proposal include the use of subcontractors? 


 


Yes  X  No   


If “Yes”, vendor must: 


4.2.1.1  Identify specific subcontractors and the specific requirements of this RFP for which each proposed 


subcontractor will perform services. 


Pearson VUE works with business partners to provide digital fingerprinting services to nine 


regulatory agencies in seven states. Supporting the State of Nevada, IdentoGO locations are 


operated by MorphoTrust USA LLC, the nation’s leading identity solutions provider. One of just 


a handful of certified FBI Channeling Agents, MorphoTrust serves over 2.5 million customers 


each year in their nationwide network of locations. 


MorphoTrust locations provide convenient, professional environments for live scan 


fingerprinting services, delivered by trained enrollment agents. Every month, thousands of 


applicants and licensees are fingerprinted at MorphoTrust locations.  


With MorphoTrust, Pearson VUE will provide examination delivery and fingerprint capture 


within the same space as our proposed test centers in Reno and Las Vegas, thereby providing 


licensure candidates the convenience of fingerprint submission immediately upon examination 


completion.   
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4.2.1.2 If any tasks are to be completed by subcontractor(s), vendors must: 


A. Describe the relevant contractual arrangements; 


Pearson VUE will build upon our current business relationship with MorphoTrust, the only 


private live scan fingerprinting vendor currently authorized by the Nevada Department of Public 


Safety. MorphoTrust will serve as a subcontractor to Pearson VUE. 


B. Describe how the work of any subcontractor(s) will be supervised, channels of communication will be maintained 


and compliance with contract terms assured; and 


As the designated leader for all Division program initiatives, Pearson VUE program manager, 


Christine Nelson, will serve as our primary liaison with MorphoTrust, maintaining all 


communication and guiding the provision of services. Pearson VUE and Ms. Nelson, specifically, 


will rely on communication plans, program reviews, and key performance indicators (KPIs) in 


order to track service levels. In a further effort to provide seamless customer support to the 


Division, Pearson VUE will directly access real‐time MorphoTrust data to provide current 


status information to stakeholders as needed. We will respond to all such status inquiries within 


one business day. We will work closely with MorphoTrust to resolve any open issues or concerns 


related to candidate fingerprinting.  


C.  Describe your previous experience with subcontractor(s). 


To provide advanced digital fingerprinting services for several of our state licensure assessment 


contracts, Pearson VUE has partnered with the industry’s pre‐eminent enrollment and 


fingerprinting services company, MorphoTrust, to install fingerprinting systems in our national 


network of company‐owned and ‐operated test centers since 2008. The systems are completely 


ink‐free, have a near‐zero rejection rate, and reduce administrative costs by as much as fifty 


percent compared to processing costs for the ink‐based alternative. The technology is highly 


advanced and is certified to meet all Federal Bureau of Investigation (FBI) specifications for 


fingerprint capture. 


Pearson VUE’s existing relationship with MorphoTrust will enable us to seamlessly maintain 


any hardware and software installations within our existing Nevada test center network, and 


trained test center staff will coordinate examination and fingerprinting services to your 


applicants. 
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4.2.1.3 Vendors must describe the methodology, processes and tools utilized for: 


A. Selecting and qualifying appropriate subcontractors for the project/contract; 


As previously noted, Pearson VUE acknowledges and accepts that MorphoTrust is the only 


private live scan fingerprinting vendor currently authorized by the Nevada Department of Public 


Safety, demonstrating the State of Nevada’s confidence in its overall performance. Further, 


MorphoTrust currently serves as a subcontractor to Pearson VUE under our administration of 


several state licensure assessment contracts, including for the Nevada Division of Insurance. 


Pearson VUE’s existing relationship with MorphoTrust will enable us to seamlessly maintain 


any hardware and software installations within our existing Nevada test center network, and 


trained test center staff will coordinate examination and fingerprinting services to your 


applicants. MorphoTrust will serve as our subcontractor, with MorphoTrust locations in Reno, 


Las Vegas, and Elko. Some IdentoGO locations are co‐located with Pearson VUE testing centers, 


offering exceptional convenience to candidates.  


B.  Ensuring subcontractor compliance with the overall performance objectives for the project;  


As stated, the designated leader for all Division program initiatives, Pearson VUE program 


manager, Christine Nelson, will serve as our primary liaison with MorphoTrust, maintaining all 


communication and guiding the provision of services. She will also make certain of 


MorphoTrust’s compliance with the overall performance objectives for the project.  


As previously noted, MorphoTrust is the only private live scan fingerprinting vendor currently 


authorized by the Nevada Department of Public Safety, demonstrating the State of Nevada’s 


confidence in its overall performance. Further, MorphoTrust currently serves as a subcontractor 


to Pearson VUE under our administration of several state licensure assessment contracts, 


including for the Nevada Division of Insurance. 


MorphoTrust complies with the performance objectives for the project, providing exceptional 


quality live scan fingerprints to law enforcement authorities for processing in a reasonable time 


frame. MorphoTrust applicants are printed with a 99% acceptance rate, virtually eliminating the 


need for hard copy fingerprints. 


As previously stated, MorphoTrust will provide Pearson VUE with the most current live scan 


systems, employing the FBI‐certified TouchPrint™ 4100 Enhanced Definition Scanner. The live 


scan workstation has built‐in quality assurance software, the parameters to provide the highest 


quality of imaging, and the capability to print at the time of fingerprint capture. The result is a 


lower error and rejection rate by FBI Automated Fingerprint Identification System standards.  


MorphoTrust uses a Virtual Private Network (VPN) tunnel that employs industry‐standard 


encryption. The VPN uses authentication to provide the identity of tunnel endpoints, encryption 
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to prevent eavesdropping or copying of sensitive information transferred through the tunnel, and 


integrity checks to make sure that data is not changed in transit. This configuration prevents 


“eavesdropping” and signal diversion, along with “man‐in‐the‐middle” attacks and other 


snooping technologies on any transmissions. 


MorphoTrust will be responsible for training test center staff on the equipment and successful 


fingerprint capture and transmission. They will also be responsible for providing Tier 2 support 


should there be technical issues at the test center. 


C. Ensuring that subcontractor deliverables meet the quality objectives of the project/contract; and 


As stated, the designated leader for all Division program initiatives, Pearson VUE program 


manager, Christine Nelson, will serve as our primary liaison with MorphoTrust, maintaining all 


communication and guiding the provision of services. She will also make certain that 


MorphoTrust’s deliverables meet the quality objectives of the project/contract.  


MorphoTrust’s “Open Network” solution will allow candidates to be fingerprinted at a 


Pearson VUE test center or at a MorphoTrust site quickly and easily. Candidates will need a 


reservation, which can be made through MorphoTrust’s toll‐free contact center or online a 


minimum of 24 hours in advance of the appointment. While appointments are required for test 


centers, a testing candidate may also schedule a “same‐day” appointment after completing an 


examination by calling MorphoTrust’s customer service center, making a reservation, and paying 


the appropriate fees. 


Pearson VUE will capture electronic fingerprints using processes we have successfully 


established in the States of Alaska, Idaho, Florida, Utah, and Nevada. Applicants will make an 


examination appointment through Pearson VUE’s online registration system or by telephone 


through our customer service center. Payment will be collected and biographic and demographic 


data will be captured at this time and verified at the test center. When the candidate arrives at 


the test center, Pearson VUE will verify his or her identity along with the required demographic 


and biographic data. The candidate’s fingerprint images will be captured electronically using 


MorphoTrust’s live scan device. The electronically captured fingerprints along with the required 


demographic and biographic data will be transmitted electronically in real time to the Nevada 


Department of Public Safety using secure, encrypted VPN transmission protocols via 


MorphoTrust’s “store‐and‐forward” system. Results will be processed through the Nevada 


Department of Public Safety. 


Utilizing Pearson VUE’s MorphoTrust solution for fingerprinting services will also provide the 


Division with these additional benefits:  


 Applicants printed with over a 99 percent acceptance rate  
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 Days and hours of operation specifically designed for the needs of applicants  


 Services offered in the professional environment of the test center  


 Appointment scheduling with MorphoTrust available online 24/7 and by telephone from 


5 a.m. to 5 p.m. PT, Monday through Friday.  


 Pearson VUE’s experience delivering scalable and custom fingerprint solutions  


 MorphoTrust’s successful track record of contracting with Pearson VUE  


D. Providing proof of payment to any subcontractor(s) used for this project/contract, if requested by the State.  


Proposal should include a plan by which, at the State’s request, the State will be notified of such payments. 


Pearson VUE would be happy to provide proof of payment to MorphoTrust, if requested by the 


State. We would confer with the State regarding the desired method of receiving such 


notifications. Coordination and delivery of this proof would be managed by the Division’s 


designated Pearson VUE program manager, Christine Nelson, who will serve as our primary 


liaison with both the Division and MorphoTrust. 


4.2.1.4 Provide the same information for any proposed subcontractors as requested in Section 4.1, Vendor Information. 


Below, Pearson VUE has provided the same information for our subcontractor, MorphoTrust, as 


requested in RFP Section 4.1, Vendor Information.  


Question  Response 


Company name:  MorphoTrust USA LLC 


Ownership (sole proprietor, partnership, etc.):  LLC 


State of incorporation:  Massachusetts 


Date of incorporation:  2006 


# of years in business:  10 


List of top officers:  Robert E. Eckel, President & CEO 


Charlie Carroll, Senior Vice President 


Identity Services 


Scott Boylan, Secretary, Vice President 


and General Counsel 


Greg Magoon, Chief Financial Officer 







 


 


 


Pearson VUE Proposal Response to RFP 3253    Page 160 


Professional Examination Services        May 12, 2016 


Question  Response 


Location of company headquarters:  296 Concord Road, Suite 300 


Billerica, MA 01821 


Telephone: 978‐215‐2400 


Facsimile: 978‐215‐2500 


Location(s) of the company offices:  Franklin, TN 


6840 Carothers Parkway 


Suite 650 


Franklin, TN 37067 


Telephone: 615‐871‐0522 


Toll Free: 888‐245‐1114 


Facsimile: 615‐871‐0845 


 


Washington, D.C. 


1255 23rd Street 


NW Suite 800 


Washington, D.C. 20037 


Telephone: 202‐688‐4800 


Facsimile: 202‐688‐4801 


 


Bloomington, MN 


5705 W. Old Shakopee Rd 


Suite 100 


Bloomington, MN 55437 


Telephone: 952‐932‐0888 


Toll Free: 800‐932‐0890 


 


Springfield, IL 


3051 Hollis Drive 


Suite 310 


Springfield, IL 62704 


Telephone: 217‐793‐2080  


 


Fort Wayne, IN 


3400 E. Coliseum Blvd 
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Question  Response 


Suite 150 


Fort Wayne, IN 46805 


Telephone: 260‐496‐7500 


 


Des Moines, IA 


1700 Dixon St 


Suite 3 


Des Moines, IA 50316 


Telephone: 515‐261‐5400  


Location(s) of the office that will provide the 


services described in this RFP: 
Reno, Las Vegas, Elko 


Number of employees locally with the expertise to 


support the requirements identified in this RFP: 
5 


Number of employees nationally with the 


expertise to support the requirements in this RFP: 
10 


Location(s) from which employees will be 


assigned for this project: 
Reno, Las Vegas, Elko 


 


4.2.1.5  Business references as specified in Section 4.3, Business References must be provided for any proposed 


subcontractors. 


Below, Pearson VUE has provided the business references as specified in Section 4.3, Business 


References for our subcontractor, MorphoTrust.  


Reference #:  1 


Company Name:  MorphoTrust USA, LLC 


Identify role company will have for this RFP project 


(Check appropriate role below): 


  VENDOR  X  SUBCONTRACTOR 


Project Name:  Texas Department of Public Safety 


Primary Contact Information 
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Name:  Mike Lesko, Chief – Deputy Assistant 


Director, Crime Records Service 


Street Address:  5805 North Lamar Boulevard, Building G 


City, State, Zip:  Austin, TX 78752‐4431 


Phone, including area code:  (512) 424‐2524 


Facsimile, including area code:  (512) 424‐5911 


Email address:  mike.lesko@dps.texas.gov  


Alternate Contact Information 


Name:  Don Farris 


Street Address:  5805 North Lamar Blvd, Building G 


City, State, Zip:  Austin, TX 78752‐4431 


Phone, including area code:  (512) 424‐2078 


Facsimile, including area code:  (512) 424‐5911 


Email address:  donald.farris@txdps.state.texas.us  


Project Information 


Brief description of the project/contract and 


description of services performed, including 


technical environment (i.e., software 


applications, data communications, etc.) if 


applicable: 


MorphoTrust provides a full‐service digital 


fingerprinting network for the Texas 


Department of Public Safety (DPS), including 


a registration website, contact center, 


statewide fingerprinting centers equipped 


with live scan equipment, central data center, 


and fee collection/remittance. 


MorphoTrust established a statewide 


fingerprinting network, the Fingerprint 


Applicant Service of Texas (FAST), with 


locations throughout the state to provide 


fingerprinting services to both urban and 


rural areas of the state. MorphoTrust 


fingerprints between 65,000 and 70,000 
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applicants each month and currently has 148 


fingerprinting centers operating statewide. 


MorphoTrust’s Administrative Queue 


Review product consolidates all background 


check results and allows staff to 


automatically disposition ‘no‐hit’ records, 


allowing the Texas DPS to streamline their 


backend process. DPS staff can print or send 


all dispositional result letters with a single 


command. This allows for increased traffic of 


electronic submissions of civil applicant 


records with less need for manual 


intervention by DPS staff, making the most 


of limited staffing resources. 


Original Project/Contract Start Date:  8/2005 


Original Project/Contract End Date:  8/2008 ‐ Present 


Original Project/Contract Value:  $85M 


Final Project/Contract Date:  On‐going 


Was project/contract completed in time 


originally allotted, and if not, why not? 


Yes and on‐going 


Was project/contract completed within or 


under the original budget/ cost proposal, and 


if not, why not? 


Yes and on‐going 


 


 


Reference #:  2 


Company Name:  MorphoTrust USA, LLC 


Identify role company will have for this RFP project 


(Check appropriate role below): 


  VENDOR  X  SUBCONTRACTOR 


Project Name:  Tennessee Bureau of Investigation 


Tennessee Applicant Processing Service (TAPS) 
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Primary Contact Information 


Name: 
Brad Truitt, Assistant Director for 


Information Services   


Street Address: 
901 R.S. Gass Blvd 


City, State, Zip: 
Nashville, TN 37216 


Phone, including area code: 
(615) 744‐4008   


Facsimile, including area code: 
(615) 744‐4009 


Email address: 
brad.truitt@ tn.gov  


Alternate Contact Information 


Name: 
Ed Jones 


Street Address: 
901 R.S. Gass Boulevard 


City, State, Zip: 
Nashville, TN 37216 


Phone, including area code: 
(615) 744‐4100 


Facsimile, including area code: 
(615) 744‐4101 


Email address: 
Edward.B.Jones@tn.gov 


Project Information 


Brief description of the project/contract and 


description of services performed, including 


technical environment (i.e., software 


applications, data communications, etc.) if 


applicable: 


MorphoTrust provides a full‐service network 


of civil applicant fingerprinting services for 


the State of Tennessee. This statewide single 


source solution, referred to as TAPS, includes 


a secure bilingual web registration and 


scheduling portal, contact center, statewide 


enrollment centers equipped with live scan 


equipment and enrollment agents, fee 


collection/remittance, central data center, and 


AFIS interface. 
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In June 2011, MorphoTrust was re‐awarded 


the contract to operate the TAPS program. 


Within 35 days of contract award, 


MorphoTrust performed a successful end‐to‐


end system test, secured 60 enrollment center 


sites, and procured all live scan systems 


required for the program. The network was 


fully operational seven weeks from contract 


execution with no interruption of services. 


Additional tasks performed by MorphoTrust 


included developing customized interfaces 


with major state agencies to allow data and 


reporting exchanges so that those agencies 


would also experience no interruption to 


their workflow. MorphoTrust met with each 


state agency participating in the network 


prior to “go live” to discuss their specific 


network needs and previous pain points to 


make certain MorphoTrust’s network met the 


needs of the agencies and their applicants. 


MorphoTrust developed an information sheet 


and application packet that TBI distributed to 


all user agencies; it provided information 


about the network changes and steps to 


setting up an account with MorphoTrust, 


should they require this service. By the first 


week of service, MorphoTrust had 


established almost 140 escrow accounts for 


Tennessee user agencies and fingerprinted 


more than 3,500 applicants. 


Original Project/Contract Start Date: 
6/2011 


Original Project/Contract End Date: 
5/2014 


Original Project/Contract Value: 
$7M 


Final Project/Contract Date: 
5/2021 
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Was project/contract completed in time 


originally allotted, and if not, why not? 
Yes and on‐going 


Was project/contract completed within or 


under the original budget/ cost proposal, and 


if not, why not? 


Yes and on‐going 


 


Reference #:  3 


Company Name:  MorphoTrust USA, LLC 


Identify role company will have for this RFP project 


(Check appropriate role below): 


  VENDOR  X  SUBCONTRACTOR 


Project Name:  Massachusetts Executive Office of Public Safety 


Primary Contact Information 


Name:  Curtis Wood, Undersecretary for Forensic 


Science and Technology 


Street Address:  One Ashburton Place, Room 2133 


City, State, Zip:  Boston, Massachusetts 02108 


Phone, including area code:  (614) 727‐7775, Ext 25512 


Facsimile, including area code:   


Email address:  Curtis.Wood@state.ma.us 


Alternate Contact Information 


Name:  Tracy Varano 


Street Address:  151 Campanelli Drive, Suite A 


City, State, Zip:  Middleborough, MA 02346 


Phone, including area code:  (508) 821‐7254 


Facsimile, including area code:   
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Email address:  tracy.varano@state.ma.us 


Project Information 


Brief description of the project/contract and 


description of services performed, including 


technical environment (i.e., software 


applications, data communications, etc.) if 


applicable: 


MorphoTrust was chosen as the statewide 


vendor for live scan fingerprint submissions 


to the Massachusetts Executive Office of 


Public Safety 2013. Program requirements 


include 30 


fingerprinting centers across the state 


supporting 100,000 to 200,000 applicants 


annually, online and telephonic appointment 


scheduling, capture of demographic data, live 


scan fingerprint images and photo capture, 


card scanning services for transition to the 


network and out‐of‐state applicants, 


transaction processing and adjudication 


software, customized data interface protocols 


for major agencies, secure data center, and 


management of the network throughout the 


state. 


MorphoTrust provides the following services 


in association with its Massachusetts network: 


 Bi‐lingual registration assistance by 


telephone to its call center 


 Secure online registration via a secure 


website 


 Convenient enrollment centers equipped 


with enrollment workstations and 


enrollment 


 agents (live scan operators) 


 Secure centralized data center 


 Customized agency system integration 


 Electronic connection to the state AFIS 


 Reporting 


 Fee collection 


Original Project/Contract Start Date:  09/09/2013 
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Original Project/Contract End Date:  9/08/2014 


Original Project/Contract Value:  $9,000,000 


Final Project/Contract Date:  9/8/2017 


Was project/contract completed in time 


originally allotted, and if not, why not? 


Completed as scheduled and agreed upon. 


Was project/contract completed within or 


under the original budget/ cost proposal, and 


if not, why not? 


Completed on budget. 


4.2.1.6 Vendor shall not allow any subcontractor to commence work until all insurance required of the subcontractor is 


provided to the vendor. 


As a current subcontractor, Pearson VUE has MorphoTrust’s required insurance documentation 


on file. We will make sure that these documents are kept current so that we remain in 


compliance with the State of Nevada’s requirement.  


4.2.1.7 Vendor must notify the using agency of the intended use of any subcontractors not identified within their 


original proposal and provide the information originally requested in the RFP in Section 4.2, Subcontractor 


Information.  The vendor must receive agency approval prior to subcontractor commencing work. 


Pearson VUE will notify the using agency of the intended use of any subcontractors not 


identified within this original proposal, and provide the information originally requested in RFP 


Section 4.2, Subcontractor Information. Pearson VUE will obtain agency approval prior to the 


intended use of any subcontractor not identified within this original proposal commencing work.  


 


4.3 Business References 


4.3.1 Vendors should provide a minimum of two (2) business references from similar projects performed for private, 


state and/or large local government clients within the last three (3) years. 


Exceeding the requirement, Pearson VUE has provided four business references from previous 


clients who are knowledgeable of our performance in providing services similar to the services 


described in the RFP. We have also included a reference letter from the Kansas Real Estate 


Commission as Appendix P. 
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4.3.2 Vendors must provide the following information for every business reference provided by the vendor and/or 


subcontractor: 


The “Company Name” must be the name of the proposing vendor or the vendor’s proposed subcontractor.   


Reference #:  1 


Company Name:  Arkansas Real Estate Commission  


Identify role company will have for this RFP project 


(Check appropriate role below): 


X  VENDOR    SUBCONTRACTOR 


Project 


Name: 


Test development and administration 


Primary Contact Information 


Name:  Gary Isom, Executive Director 


Street Address:  612 South Summit 


City, State, Zip:  Little Rock, Arkansas 72201‐4740 


Phone, including area code:  (501) 683‐8016 


Facsimile, including area code:  (501) 683‐8020 


Email address:  gary.isom@arkansas.gov 


Alternate Contact Information 


Name:  Andrea Alford, CPM, Deputy Executive Director 


Street Address:  612 South Summit 


City, State, Zip:  Little Rock, Arkansas 72201‐4740 


Phone, including area code:  (501) 683‐8017 


Facsimile, including area code:  (501) 683‐8020 
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Email address:  Heather.Kilpatrick@arkansas.gov 


Alternate Contact Information 


Name:  Heather Kilpatrick, Senior Investigator 


Street Address:  612 South Summit 


City, State, Zip:  Little Rock, Arkansas 72201‐4740 


Phone, including area code:  (501) 683‐8032 


Facsimile, including area code:  (501) 683‐8020 


Email address:  andrea.alford@arkansas.gov 


Project Information 


Brief description of the 


project/contract and description of 


services performed, including 


technical environment (i.e., 


software applications, data 


communications, etc.) if 


applicable: 


Since 1983, Pearson VUE has provided test 


development and administration for real estate 


broker and salesperson candidates in Arkansas. 


Prior to 1984, the Arkansas Real Estate 


Commission (Commission) had managed the 


testing and licensure process before deciding to 


outsource the program. Through the competitive 


bidding process, the Commission selected 


Pearson VUE (then ASI) based on reputation, 


flexibility, customer service, and innovative use 


of technology. 


 


Over the course of the next few years, the 


Commission noticed a drastic improvement in 


the way their real estate licensure program was 


handled. In 1993, Pearson VUE converted the 


exams from paper‐and‐pencil format to 


computer‐based testing (CBT) technology, which 


helped to streamline the testing program. This 


process was able to reduce the total time for 
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Arkansas candidates to complete the licensure 


process from several weeks to just a few days. 


 


Pearson VUE has demonstrated its 


responsiveness and flexibility to the 


Commission’s needs by adding test centers to 


handle the growth in candidate volume; assisting 


the Commission in designing their internal local 


area network (LAN) to better receive and 


transmit data; publishing the candidate 


handbook on the Internet with a link on the 


Commission’s website; and providing enhanced 


services while staying within the state‐mandated 


monetary limit for candidate fees for real estate 


licensure. For over 30 years, Pearson VUE has 


partnered with the Commission to provide 


ongoing client and candidate satisfaction. 


Original Project/Contract Start 


Date: 


1983 


Original Project/Contract End 


Date: 


N/A, Ongoing 


Original Project/Contract Value:  Approximately $6,000,000 


Final Project/Contract Date:  N/A ‐ Ongoing 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Yes 


Was project/contract completed 


within or under the original 


budget/ cost proposal, and if not, 


why not? 


Yes 
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Reference #:  2 


Company Name:  Kansas Real Estate Commission 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X  VENDOR    SUBCONTRACTOR 


Project 


Name: 


Development and administration of licensure examinations 


Primary Contact Information 


Name:  Erik Wisner, Director 


Street Address:  3 Townsite Plaza 


City, State, Zip:  120 SE Sixth Avenue, Suite 200, Topeka, Kansas 


66603‐3500 


Phone, including area code:  (785) 296‐6951 


Facsimile, including area code:  N/A 


Email address:  Erik.Wisner@krec.ks.gov 


Alternate Contact Information 


Name:  Kelly White, Director of Licensing & Education 


Street Address:  3 Townsite Plaza 


City, State, Zip:  120 SE Sixth Avenue, Suite 200, Topeka, Kansas 


66603‐3500 


Phone, including area code:  (785) 296‐2099 


Facsimile, including area code:  N/A 


Email address:  kelly.white@krec.ks.gov 
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Project Information 


Brief description of the 


project/contract and description of 


services performed, including 


technical environment (i.e., 


software applications, data 


communications, etc.) if 


applicable: 


The Kansas Real Estate Commission 


(Commission) first contracted with Pearson 


VUE (then ASI) in 1986 for the development 


and administration of licensure examinations 


for real estate salespersons and brokers. In 2016, 


the Commission opted to extend the contract 


based on the excellent service and the 


program’s technological developments 


provided by Pearson VUE.  


 


Pearson VUE has repeatedly accommodated the 


Commission’s test development and 


administrative concerns by proving to be 


flexible and responsive to the state’s unique 


laws. Pearson VUE’s content development team 


worked with Kansas real estate subject‐matter 


experts (SMEs) to develop customized exams 


for the Commission which take into account 


specific state laws while simultaneously 


preserving the integrity of the uniform portion 


of the exam. 


 


When the Commission approached Pearson 


VUE about providing specialized reports that 


were not previously part of the standard 


reporting system, Pearson VUE met the 


Commission’s expectations and delivered the 


reports. The Commission can now access 


information previously unavailable to them to 


help them better understand and manage their 


program and candidate needs. 


During the Kansas real estate boom, Pearson 


VUE responded to the increased demand for 


testing by adding reserved seats to the testing 
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centers following the end dates of pre‐licensure 


courses. This allowed the Commission to better 


accommodate the growing number of licensees 


by allowing them to earn their licensure and 


enter the job market in a shorter timeframe.  


 


Pearson VUE has continually outfitted the 


Kansas real estate licensure examination 


program with industry‐leading technology. 


Pearson VUE provides computer‐based test 


(CBT) administration through the Pearson VUE 


exam delivery system, custom program 


reporting functionality, and a variety of 


ancillary exam delivery services for the 


Commission’s real estate licensure exam 


program. 


Original Project/Contract Start 


Date: 


1986 


Original Project/Contract End 


Date: 


NA ‐ Ongoing 


Original Project/Contract Value:  Current contract 10/2006 – 9/30/2016, Contract 


Value Approximately $2,100,000 


Final Project/Contract Date:  N/A ‐ Ongoing 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Yes, completed on time 


Was project/contract completed 


within or under the original 


budget/ cost proposal, and if not, 


why not? 


Yes 


 







 


 


 


Pearson VUE Proposal Response to RFP 3253    Page 175 


Professional Examination Services        May 12, 2016 


Reference #:  3 


Company Name:  Kansas Real Estate Appraisal Board 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X  VENDOR    SUBCONTRACTOR 


Project 


Name: 


Development and administration of appraiser certification exams 


Primary Contact Information 


Name:  Sally Pritchett, Executive Director 


Street Address:  700 S.W. Jackson, Suite 1102 


City, State, Zip:  Topeka, Kansas 66603 


Phone, including area code:  (785) 368‐6417 


Facsimile, including area code:  N/A 


Email address:  sally.pritchett@kreab.state.ks.us 


Alternate Contact Information 


Name:  Cheryl Magathan, Public Service Executive 


Street Address:  700 S.W. Jackson, Suite 1102 


City, State, Zip:  Topeka, Kansas 66603 


Phone, including area code:  (785) 296‐6736 


Facsimile, including area code:  N/A 


Email address:  cheryl.magathan@kreab.ks.gov 


Project Information 
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Brief description of the 


project/contract and description of 


services performed, including 


technical environment (i.e., 


software applications, data 


communications, etc.) if 


applicable: 


The Kansas Real Estate Appraisal Board (Board) 


first contracted with Pearson VUE in 1994 for 


the development and administration of their 


appraiser certification exams. For over 20 years, 


Pearson VUE has served as the Board’s only 


provider for this program. 


 


Through their partnership with Pearson VUE, 


the Board was able to provide Kansas 


candidates with the administration of the 


Appraiser Qualifications Board (AQB) 


approved exams throughout the state of Kansas 


and surrounding areas. Pearson VUE’s test 


delivery system was instrumental in providing 


a seamless transition in the 2008 release of the 


AQB’s National Uniform Licensing and 


Certification examinations. Pearson continues to 


publish requested updates to the exams 


annually.   


Original Project/Contract Start 


Date: 


1994 


Original Project/Contract End 


Date: 


N/A 


Original Project/Contract Value:  Approximately $55,000 


Final Project/Contract Date:  N/A 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Yes, completed on time 


Was project/contract completed 


within or under the original 


budget/ cost proposal, and if not, 


why not? 


Yes 
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Reference #:  4 


Company Name:  Utah Department of Commerce 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X  VENDOR    SUBCONTRACTOR 


Project Name:  Test development and administration services 


Primary Contact Information 


Name:  Mark Fagergren, Licensing & Education Director 


Street Address:  Heber M. Wells Building, 160 East 300 South 


City, State, Zip:  Salt Lake City, Utah 84111 


Phone, including area code:  (801) 536‐7967 


Facsimile, including area code:   


Email address:  markf@utah.gov 


Alternate Contact Information 


Name:  Jennica Gruver, Real Estate Education 


Coordinator 


Street Address:  Heber M. Wells Building, 160 East 300 South 


City, State, Zip:  Salt Lake City, Utah 84111 


Phone, including area code:  (801) 530‐6751 


Facsimile, including area code:   


Email address:  jgruver@utah.gov 







 


 


 


Pearson VUE Proposal Response to RFP 3253    Page 178 


Professional Examination Services        May 12, 2016 


Project Information 


Brief description of the 


project/contract and description of 


services performed, including 


technical environment (i.e., 


software applications, data 


communications, etc.) if 


applicable: 


In 1986, the Utah Department of Commerce 


(Department) selected Pearson VUE to help 


streamline the real estate examination and 


licensure process. When the Department’s real 


estate testing services program underwent the 


competitive bidding process in 2003, the 


pursuant contract included the administration of 


the Utah mortgage broker licensure 


examinations. Pearson VUE was re‐awarded the 


contract and began implementing the Division’s 


mortgage program while simultaneously 


maintaining the real estate program. After the 


Secure and Fair Enforcement for Mortgage 


Licensing Act of 2008 (SAFE Act), the 


Department retained Pearson VUE’s services for 


test development and delivery of Utah’s principle 


lending manager exam.   


 


The first The Appraiser Qualifications Board 


(AQB) examinations for Utah were delivered in 


2008. Pearson VUE offers national AQB exams, a 


VUE‐specific appraiser trainee exam, Licensed 


Residential, Certified Residential, and Certified 


General examinations for Utah appraisal 


candidates. 


During the course of our 27‐year partnership, 


Pearson VUE has provided continuous 


enhancement of our services to the Department 


and its candidates, which included the expansion 


of the hours and number of days that candidates 


could test, providing a toll‐free telephone 


number for candidates to schedule their exams, 


and supplying candidates with photo‐bearing 


score reports at the test center immediately after 
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exam completion. Pearson VUE also helped the 


Department to design and launch a program to 


fingerprint passing candidates upon completion 


of their exams. This process helps the 


Department assess the eligibility criteria of its 


real estate and mortgage broker candidates for 


licensure. Most recently, we began providing 


continuing education administration support for 


the Department. 


Original Project/Contract Start 


Date: 


1986 


Original Project/Contract End 


Date: 


2002 


Original Project/Contract Value:  Current contract 1/2015 – 12/31/2019, Contract 


Value Approximately $1,300,000 


Final Project/Contract Date:  N/A ‐ Ongoing 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Yes, completed on time 


Was project/contract completed 


within or under the original 


budget/ cost proposal, and if not, 


why not? 


Yes 


4.3.3 Vendors must also submit Attachment F, Reference Questionnaire to the business references that are identified in 


Section 4.3.2.   


Pearson VUE has submitted Attachment F, Reference Questionnaire to our business references 


identified in Section 4.3.2.  
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4.3.4 The company identified as the business references must submit the Reference Questionnaire directly to the 


Purchasing Division.  


As required, Pearson VUE has instructed each company identified as our business reference to 


submit the completed Attachment F, Reference Questionnaire directly to the State of Nevada 


Purchasing Division. 


4.3.5 It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing Division on or 


before the deadline as specified in Section 8, RFP Timeline for inclusion in the evaluation process.  Reference 


Questionnaires not received, or not complete, may adversely affect the vendor’s score in the evaluation process.   


Pearson VUE understands that it is our responsibility to make sure that completed Reference 


Questionnaire forms are received by the Purchasing Division on or before the deadline as 


specified in Section 8, RFP Timeline, for inclusion in the evaluation process, and that Reference 


Questionnaires not received, or not complete, may adversely affect our score in the evaluation 


process.  


4.3.6 The State reserves the right to contact and verify any and all references listed regarding the quality and degree of 


satisfaction for such performance. 


Pearson VUE understands that the State reserves the right to contact and verify all references 


listed regarding the quality and the degree of satisfaction for such performance.  


 


4.4 Vendor Staff Resumes  


A resume must be completed for each proposed key personnel responsible for performance under any contract resulting 


from this RFP per Attachment G, Proposed Staff Resume. 


Pearson VUE has provided a completed Attachment G, Proposed Staff Resume form for each of 


our proposed key personnel responsible for performance under any contract resulting from RFP 


3253. Our completed Attachment G forms have been provided behind Tab VIII of our proposal, as 


required. 
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Tab VIII – Attachment G – Proposed Staff 
Resume 


A. Vendors must include all proposed staff resumes per Section 4.4, Vendor Staff Resumes in this section.   


Per RFP Section 4.4., Staff Resumes, Pearson VUE has provided a completed Attachment G, 


Proposed Staff Resume form for each of our proposed key personnel responsible for performance 


under any contract resulting from RFP 3253. Our completed Attachment G forms have been 


provided immediately behind this page. 


B. This section should also include any subcontractor proposed staff resumes, if applicable. 


Pearson VUE has provided a completed Attachment G, Proposed Staff Resume form for each of 


our proposed subcontractor key personnel staff. These completed Attachment G forms have been 


provided immediately behind this page. 
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This page intentionally left blank. 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Robert D. Whelan 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: President, Pearson Assessments & Managing Director, Pearson VUE 


# of Years in Classification: 16 # of Years with Firm: 32 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Over the course of an impressive 37-year career, Mr. Whelan has made significant contributions to 
Pearson VUE and the entire testing industry. As the president of Pearson Assessments, he has overall 
management responsibility for the Pearson VUE, School Assessments, and Clinical Assessments 
business lines. In his continued role as Pearson VUE’s managing director, his clear vision and team-
based collaborative approach has helped to grow the company to become the global leader in computer-
based assessments. Under his leadership, Pearson VUE today delivers millions of exams in a global 
network of nearly 5,200 test centers and through secure online technologies from nearly every corner of 
the world. In recognition of these achievements, Mr. Whelan has received the prestigious Award for 
Professional Contributions and Service to Testing from the Association of Test Publishers (ATP). 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
PRESIDENT, PEARSON ASSESSMENTS       2016−Pres. 
Accountable for overall management of the Pearson VUE, School Assessments, and Clinical 
Assessments business lines.  
 
MANAGING DIRECTOR, PEARSON VUE       2000−Pres. 
Accountable for overall management of the computer-based testing business. Responsibilities include 
the three Pearson VUE test center networks, which include nearly 5,200 test centers in 180 countries.  
 
Personnel Decisions International • Minneapolis, Minnesota  
VICE PRESIDENT, BUSINESS DEVELOPMENT      1995−1999 
Built the sales and distribution network for a large human resources consulting firm. This included 
worldwide management of sales, marketing, and customer service, as well as the opening of new offices 
in seven countries.  
 
National Computer Systems (NCS) • Bloomington, Minnesota  
VICE PRESIDENT, SALES AND MARKETING      1979−1995 
Served in various management positions during his 21-year tenure with NCS (now Pearson VUE) in the 
areas of finance, regional/national sales and marketing, and program management.   
 







Revised:  09-25-13 Resume Form Page 2 of 60 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Alabama, Birmingham, Alabama 
BA, Finance and Economics 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Dale Cyr  
Executive Director 
American Registry for Diagnostic Medical Sonography (ARDMS) 
Phone: 301-738-8401; Fax: 301-738-0312; Email: cyr@ardms.org 
  
Jeanne Dunn 
Vice President and General Manager 
Cisco Systems 
Fax: 408-526-7117; Email: jdunn@cisco.com 
 
Phil Dickison 
Chief Officer, Examinations 
National Council of State Boards of Nursing (NCSBN) 
Phone: 312-525-3672; Fax: 312-279-1032; Email: pdickison@ncsbn.org 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Arthur Valentine 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Senior Vice President, Professional Services 


# of Years in Classification: 6 # of Years with Firm: 14 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As senior vice president of professional services, Mr. Valentine oversees Pearson VUE’s global testing 
services (including content development, publishing services, and psychometric services), credential 
management, and marketing teams, as well as North American program management. In this role, he is 
responsible for making certain that all client deliverables are met and client satisfaction exceeds 
expectations. 
 
Mr. Valentine has more than 28 years of experience in leadership positions and is a member of 
Pearson VUE’s senior executive team, which is responsible for driving Pearson VUE’s business strategy. 
Before joining Pearson VUE, he served as a principal at Perot Systems, a firm that provided enterprise 
resource planning solutions for manufacturing and retail companies. He has also held positions with 
Accenture and Verticalnet, where he provided technical consultative services to leading technology and 
consumer organizations. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bala Cynwyd, Pennsylvania 
SENIOR VICE PRESIDENT, PROFESSIONAL SERVICES     2010−Pres. 
Provides leadership and manages growth of the professional and regulatory markets. Oversees the 
program management and client services groups and confirms that service deliverables are met for all 
Pearson VUE clients. Executes the strategic vision of the company.  
 
GENERAL MANAGER, REGULATORY SERVICES      2006−2012 
Directed all regulatory client and candidate services. Provided direct oversight of the program 
management team and executed the strategic vision of the company.  
 
VICE PRESIDENT, PROFESSIONAL SERVICES      2003−2010 
Oversaw the program management and client services groups and made certain that service 
deliverables were met for Pearson VUE’s professional certification and information technology clients.   
 
Percipient • Deerfield, Illinois 
CHIEF TECHNOLOGY OFFICER        2002−2003 
 
Verticalnet (Formerly Atlas Commerce) • Malvern, Pennsylvania     2001−2002 
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SENIOR VICE PRESIDENT, PRODUCT DEVELOPMENT  
Perot Systems (Formerly Solutions Consulting) • Pittsburgh, Pennsylvania   1992−2000 
MANAGEMENT TEAM  
 
Andersen Consulting • Philadelphia, Pennsylvania  
MANAGER           1987−1992 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of North Carolina, Chapel Hill, North Carolina 
BS, Mathematical Sciences, 06/1987 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Phil Dickison 
Chief Officer, Examinations 
National Council of State Boards of Nursing (NCSBN) 
Phone: 312-525-3672; Fax: 312-279-1032; Email: pdickison@ncsbn.org 
 
Dale Cyr  
Executive Director 
American Registry for Diagnostic Medical Sonography (ARDMS) 
Phone: 301-738-8401; Fax: 301-738-0312; Email: cyr@ardms.org 
 
Ken Hein 
President 
Virginia Continuing Education Board 
Phone: 804-357-7200; kenneth.hein.1@comcast.net  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Steven C. Nordberg 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Senior Vice President, Technology Strategy 


# of Years in Classification: 2 # of Years with Firm: 22 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
With more than 40 years of experience in the computer and testing industries, Mr. Nordberg has a vast 
background in technology, management, sales, marketing, and finance. Mr. Nordberg is the co-founder 
of the original VUE business, which encompassed all aspects of innovative training services. He led 
technology development and strategic sales for VUE and helped grow the business to $4+ million, 
culminating in the sale of the business to National Computer Systems (NCS) in April 1997.  
 
In recent years, Mr. Nordberg led the products and services team in addition to serving as Pearson 
VUE’s strategic technology advisor. Under his leadership, Pearson VUE made significant improvements 
in management processes, implemented innovative technology, and completed two strategic acquisitions 
of technology companies. As senior vice president, technology strategy, Mr. Nordberg guides the long-
term strategy for our technology platforms and drives other technology-related strategies, including 
security strategies. He will continue to participate in Pearson VUE’s technical forums and will help the 
senior executive team to make sound technology-related investment decisions. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
SENIOR VICE PRESIDENT, TECHNOLOGY STRATEGY      2014−Pres. 
Sets long-term strategy for technology platforms. Participates in technical forums including BI, Athena: 
Browser Edition, and Test Development Tools. Also drives security strategy.    
 
CHIEF TECHNOLOGIST AND SENIOR VICE PRESIDENT, PRODUCTS AND SERVICES 1994−2014 
Led the technological evolution of Pearson VUE systems. Co-founded the original VUE business.  
 
Drake Training and Technologies • Minneapolis, Minnesota  
EXECUTIVE VICE PRESIDENT, MARKETING AND SALES    1992−1994 
 
Led the initiative to promote technology-based certification testing beyond national boundaries. Grew the 
computer industry programs from a single account to nearly 30 accounts worldwide, representing all 
leading companies in the industry. Played a significant role in developing and implementing business 
strategies across technology, marketing, sales, and finance.  
 
Computing Technology Management • Minneapolis, Minnesota 
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INDEPENDENT CONSULTANT        1988−1992 
Created a successful consulting practice focused on the integration of computing technology within a 
business. Delivered services to companies ranging from start-ups to Fortune 500 corporations.  
 
Unisyn, Inc. • Boulder, Colorado         1987−1988 
VICE PRESIDENT, PRODUCT DEVELOPMENT 
Developed a suite of integrated manufacturing and financial applications, completed four product 
releases, and implemented a formalized design and development process.   
 
Control Data Corporation • Minneapolis, Minnesota  
DIRECTOR, DEVELOPMENT AND SUPPORT      1976−1987 
Defined product requirements with four major marketing units, developed technical strategies to meet 
requirements, developed products, and guaranteed product quality. Provided manufacturing, product 
delivery, and worldwide customer support.  
 
MANAGER, SOFTWARE DEVELOPMENT, PERIPHERAL SUBSYSTEMS DIVISION 1974−1976 
 
CONSULTANT, ADVANCED SYSTEMS DIVISION      1973−1974 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
New York University, New York, New York 
MS, Mathematics with Computer Science 
 
University of Minnesota (Institute of Technology), Minneapolis, Minnesota 
BA, Mathematics with distinction 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Clarke Porter 
Vice President Pearson VUE  
Phone: 612-386-3880 Email: clarke.porter@pearson.com 
 
Kirk Lundeen 
Vice President Pearson VUE 
Phone: 612-220-5222; Email: kirk.lundeen@pearson.com 
 
Don Wagner 
SVP Pearson VUE 
Phone: 952-681-3780; Email: don.wagner@pearson.com 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Corey D. Hoesley 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Senior Vice President, Global Operations 


# of Years in Classification: 3 # of Years with Firm: 19 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Hoesley is responsible for all the operations that support Pearson VUE’s business functionality. In 
addition to his position on the company’s senior executive team, he provides daily and strategic 
leadership for Pearson VUE global operations, including the company-owned and -operated testing 
channel, security, customer service, technical support desk, network operations, information systems, 
quality control, data integrity, and fulfillment. Mr. Hoesley has proven himself to be an effective leader of 
multiple operational departments in his tenure. His nearly 20 years of operational management 
experience and testing and assessment business experience offer a unique combination to our clients. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
SENIOR VICE PRESIDENT, GLOBAL OPERATIONS     2013−Pres. 
Responsible for all operations supporting Pearson VUE global business functionality. Provides daily and 
strategic leadership for groups including the call center, technical support desk, network operations, 
information systems, quality control, data integrity, fulfillment, and testing service operations.  
 
VICE PRESIDENT, GLOBAL OPERATIONS      2012−2013 
 
VICE PRESIDENT, OPERATIONS        2007−2012 
Responsible for all operations supporting Pearson VUE’s North American business functionality.  
 
DIRECTOR, OPERATIONS         2002−2007 
Responsible for operations functions including the call center, technical support desk, network 
operations, quality control, data integrity, and fulfillment operations.  
 
OPERATIONS MANAGER         1997−2002 
Responsible for the leadership, supervision, and strategic direction of the call center, technical support 
desk, data integrity, and fulfillment operations.  
 
TEAM LEADER          1997 
Led and supervised the call center.   
 
Gelco Information Network • Eden Prairie, Minnesota  
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SENIOR TEAM LEADER         1996−1997 
Responsible for the leadership, supervision, and strategic direction of the technical support desk.   
 
TEAM LEADER          1996 
Supervised account-specific technical support personnel.  
 
George Konik Associates Inc. • Minneapolis, Minnesota  
SUPPORT DESK TECHNICIAN        1995−1996 
Provided technical support for software and hardware.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
St. Cloud University, St. Cloud, Minnesota 
BS, Mass Communications 
Minor in Economics 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Jeff Clark 
Regional Director, Golden Care 
Phone: (800) 842-7799  
 
Craig Friedhoff 
Senior Account Director, Magnet 360 
Phone: (612) 230-2523 
 
Shawn Janey  
Operations Manager, Core-Mark 
Phone: (612) 201-5734  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Ron Lancaster 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Senior Vice President, Products and Services 


# of Years in Classification: 2 # of Years with Firm: 19 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Lancaster has 19 years of experience in the testing industry in a variety of product and technology 
roles. As senior vice president, products and services, Mr. Lancaster oversees the teams that manage 
our products and services, including software development, software quality assurance, product strategy 
and architecture, and program management. In his past role as vice president of technology for 
Pearson VUE, he managed software teams responsible for a full suite of services—including test 
development and data management—designed to provide a fair, equal, and comprehensive 
measurement of candidates’ performance. Mr. Lancaster is an experienced leader, an accomplished 
software developer, and a consistent advocate for improvement and innovation. He has been with 
Pearson VUE since 1997. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
SENIOR VICE PRESIDENT, PRODUCTS AND SERVICES    2014−Pres. 
Leads the technological evolution of Pearson VUE systems.  
 
VICE PRESIDENT, TECHNOLOGY        2011−2014 
Led the technology group responsible for building the next generation of tools and systems required to 
grow Pearson VUE’s existing customers, expand into international markets, and support growth along 
the assessment value chain through product development and company acquisition.  
 
DIRECTOR, SOFTWARE DEVELOPMENT       2007−2011 
Quickly and effectively responded to and resolved team, workflow, and business issues on a daily basis. 
Managed the software development team responsible for producing high-quality products and services to 
meet internal and external customer expectations. 
 
SOFTWARE GROUP MANAGER        2005−2007 
Led the team responsible for registration and scheduling applications. Improved release process by 
instituting weekly builds. Communicated and collaborated with all technology departments.  
 
SOFTWARE DEVELOPMENT MANAGER       2000−2004 
Led the group responsible for supporting the business development team through software development 
and research activities. Served as the primary driver of process improvement activities, including the 
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software development lifecycle (SDLC) modeled after feature-driven development, Fagan inspections, 
PSP, design-by-contract, and automated unit testing.  
 
SOFTWARE DEVELOPER         1997−2000 
Progressed through junior and senior development roles specializing in registration, scheduling, and 
financial systems.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Minnesota, Minneapolis, Minnesota 
MS, Software Engineering 
 
Graceland College, Lamoni, Iowa 
BA, Business Administration 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Dania Eter 
Director, Global Certifications 
Cisco 
Phone: (847) 678-5693; Email: deter@cisco.com 
 
Pat Ward 
ITS 
Email: pat.ward@testsys.com 
 
Randy Gross 
Chief Information Officer 
CompTIA 
Email: rgross@comptia.org 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Julie Ann Miles, PhD 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Vice President, Global Measurement and Research 


# of Years in Classification: 1 # of Years with Firm: 11 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Dr. Miles leads the psychometric services and senior research scientist teams at Pearson VUE. These 
teams are responsible for utilizing measurement theory, statistical methodology, and data analysis to 
provide psychometrically sound examinations for client programs. They conduct applied research to 
improve client processes. 
 
Previously at Pearson, Dr. Miles was responsible for a full range of measurement services, including 
content, publishing, project management, and psychometric support for numerous national and state 
assessment programs. These programs were predominantly online, high-stakes, and computer-adaptive, 
and often required a full range of item types. She also led professionals on multiple state-level projects 
and national-level programs including the Partnership for Assessment of Readiness for College and 
Careers (PARCC), ACT Aspire, and Readistep. Prior to her time at Pearson, Dr. Miles filled psychometric 
and measurement roles at Measurement, Inc., the Collin County Community School District, and Boston 
College. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Iowa City, Iowa 
VICE PRESIDENT, GLOBAL MEASUREMENT AND RESEARCH                          2015−Pres. 
Leads the psychometric services and senior research scientist teams.  
 
Pearson • Bloomington, Minnesota 
EFFICACY DIRECTOR, ASSESSMENT SOLUTIONS & DESIGN                              2014 
Saw that local and global assessment solutions provided by the Pearson Assessment Centre supported 
the levels of evidence required to demonstrate efficacy.  
 
VICE PRESIDENT, MEASUREMENT SERVICES      2012−2014 
Responsible for delivery of full-range content development, test development, project management, 
publishing, and psychometric support on national and state services assessment programs.  
 
DIRECTOR, PSYCHOMETRIC AND RESEARCH SERVICES    2010−2012 
Responsible for delivery of full-range psychometric support on state and national assessment programs.
  
MANAGER, PSYCHOMETRIC AND RESEARCH SERVICES                                   2008−2010 
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Developed and implemented quality processes for the delivery of psychometric services.  
 
SENIOR RESEARCH SCIENTIST        2005−2007 
Responsible for program design, development, and evaluation for Virginia testing programs including the 
Standards of Learning (SOL), Virginia Grade Level Alternative (VGLA), and Virginia Alternate 
Assessment Program (VAAP).  
 
Measurement Inc. • Durham, North Carolina 
PSYCHOMETRICIAN                                                                                                         2004−2005 
Conducted psychometric and statistical analyses, equating, and scaling for educational assessment 
development and scoring projects.  
 
Collin County Community College District • Plano, Texas 
COORDINATOR OF EVALUATIONS                                                                           2002−2004 
Oversaw program and service evaluation processes of more than 120 organizational units across six 
campuses in support of institutional effectiveness, planning, and resource management.  
 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Boston College, Boston, Massachusetts 
PhD, Educational Research, Measurement, and Evaluation 
 
California State University, San Bernardino                                                                                
MA, Experimental Psychology 
 
University of West Florida, City, Florida                                                                                            
BA, Psychology 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Kerry-Anne Hoad 
Manager - Certification 
CPA Australia  
Phone: +613 9606 9828; Email: cpaaustralia.com.au 
 
Kari Hodge, PhD 
Senior Exam Design, Development, and Analysis Manager 
NACE International 
Phone: +1 281-228-6299; Email: Kari.hodge@nace.org 
 
Kay Manger-Hague 
Director of Credentialing Operations 
The Commission on Dietetic Registration (CDR) 
Phone: (312) 899-4777; Email: khague@eatright.org 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Michael E. Fogelberg 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Vice President, Information Technology 


# of Years in Classification: 4 # of Years with Firm: 28 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As vice president of information technology (IT) for Pearson VUE, Mr. Fogelberg works with senior 
business leaders on the strategy, design, and implementation of systems to best satisfy business and 
client needs. He has leadership responsibility for the VUE Support Systems (VSS), results processing, 
and production support teams in the Americas, and is also responsible for hardware infrastructure, 
system performance, vendor relations, auditing, security, IT policies, and disaster recovery for Pearson 
VUE systems. 
Mr. Fogelberg is a seasoned IT veteran with 28 years of experience in computerized testing. He has 
experience in such areas as quality assurance, software development, and management information 
systems (MIS). He has been with Pearson since 1988. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
VICE PRESIDENT, INFORMATION TECHNOLOGY     2012−Pres. 
Leads the VSS, results processing, and production support teams in the Americas. Strategizes, designs, 
and implements systems that meet business and client needs.  
 
DIRECTOR, INFORMATION TECHNOLOGY      2007−2012 
Responsible for all back-end systems supporting the business, including production, disaster recovery, 
development, test, and user acceptance environments. Served as primary support and technology owner 
for all company-owned and -operated test centers worldwide. Served as liaison for infrastructure 
between Pearson VUE and other Pearson businesses.  
 
APPLICATION AND TECHNICAL SUPPORT MANAGER     2004−2007 
Responsible for back-end business systems that support the VUE Testing System (VTS), including 
hardware infrastructure, support personnel, and company-owned and -operated test centers worldwide. 
  
Pearson Technology • Bloomington, Minnesota 
APPLICATION SUPPORT MANAGER       2003−2004 
Oversaw MIS resources for legacy applications for multiple Pearson businesses. Managed software 
development resources for test delivery systems. Also created service level agreements (SLAs) for the 
business units, monitored workflow, and assigned tasks.   
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Pearson Shared Services • Bloomington, Minnesota 
MIS MANAGER / DATABASE MANAGER       2003 
Managed the MIS department for multiple businesses along with software development resources for 
test delivery platforms.   
 
Pearson Assessments • Bloomington, Minnesota 
MIS MANAGER / DATABASE MARKETING MANAGER     1997−2003 
Served as main point of contact for business system and users. Responsible for assigning and 
prioritizing tasks, performance issues, and employee training. Also met with department managers to 
discuss new projects, priorities, and budgeting.   
 
SENIOR DATABASE PROGRAMMER ANALYST      1992−1997 
Re-wrote business system to allow for a more customer-focused data relationship. Wrote Oracle forms 
and user exits in ProC to encode/decode installation codes and update desktop systems.  
 
QUALITY ASSURANCE ANALYST        1988−1992 
Wrote test plans and tools, conducted code reviews and design walkthroughs, created and enforced 
coding standards, and performed testing. Also wrote and used code coverage and analysis tools.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Minnesota Institute of Technology, Minneapolis, MN 
BS, Mathematics, 1986 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Dave Phelps 
Business Development Manager 
Modis 
Phone: (612) 590-1579 
 
Craig Friedhoff 
Senior Account Director 
Magnet 360 
Phone: (612) 961-4754 
 
Scott Towler 
Chief Infrastructure & Network Architect 
BluPrairie Technologies  
Phone: (319) 321-9846; Email: scott.towler@bluprairetech.com  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Bridget D. Herd 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Vice President, Program Management 


# of Years in Classification: 6 # of Years with Firm: 15 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Ms. Herd is a results-oriented professional with over 17 years of success in all aspects of program 
management, including marketing, development, launch, and program transition. As the leader of 
program management, she makes certain that the service expectations of all clients are met or exceeded 
by her team of expert program managers. Ms. Herd has an added focus of bringing ongoing process 
improvement and quality assurance to the company’s growing business. 
 
Ms. Herd is also responsible for leadership of Pearson’s “Partnership in Innovation” program, which 
involves evaluating, integrating, and managing vendors and their technologies to supplement Pearson 
VUE’s system capabilities. Her in-depth understanding of clients’ testing challenges—resulting from 
direct oversight of their programs—allows her to leverage technology partners who can both meet 
Pearson VUE’s client needs and integrate well with our internal processes. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
VICE PRESIDENT, PROGRAM MANAGEMENT      2010−Pres. 
Assesses organizational and personnel strengths to identify new opportunities for growth and 
development. Oversees the US program management team.  
 
DIRECTOR, PROGRAM MANAGEMENT       2007−2010 
Made certain that service expectations of all professional services clients were met or exceeded and 
oversaw the professional services program management team.  
 
Plato Learning • Bloomington, Minnesota 
ADVISORY PRODUCT MANAGER         2005−2007 
Led product development through sales efforts for a new line of math software designed for a new niche 
market.  
 
Telex Communications • Burnsville, Minnesota  
DIRECTOR, STRATEGIC MARKETING, EDUCATION     2004−2005 
Oversaw strategic direction initiatives for the company's education market, including product 
development and positioning, channel management, and growth opportunities.  
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Pearson Assessments • Bloomington, Minnesota  
DIRECTOR, PRODUCT MANAGEMENT AND TEST DEVELOPMENT   2002−2004 
Determined strategic direction through product development and management functions, managed 
strategic planning and implementation, and initiated collaborative projects with other divisions in the 
company.  
 
GROUP PRODUCT MANAGER        1999−2001 
Directed strategic operations for the $20 million clinical and career segment, including developing e-
business strategies.  
 
MARKETING MANAGER         1996−1999 
Led strategic positioning efforts that included branding, advertising, promotions, and sales training.  
 
Xcel Energy • Minneapolis, Minnesota  
PRODUCT MANAGER         1993−1996 
Supervised a product line responsible for 36 percent of the division sales goal, managed a $2.5 million 
budget within 5 percent of plan, maintained total profit and loss responsibility for all product lines, and 
coordinated all marketing campaigns.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
St. Thomas University 
MBA, Business 
 
University of Wisconsin, Madison, Wisconsin  
BA, Business Administration and Marketing 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Johnna Gueorguieva, Ph.D. 
Sr. Director, Credentialing and Client Services  
Dental Assisting National Board, Inc.  
Phone: 1-800-367-3262, ext. 453; Email: jgueorguieva@danb.org 
 
Sheila Mauldin 
VP of Test Development 
National Commission on Certification of Physician Assistants 
Phone: 678-417-8100; Email: sheilam@nccpa.net  
 
Davy McDowell, P.E. 
Chief Operating Officer 
NCEES 
Phone: 800-250-3196; Email: dmcdowell@ncees.org  







Revised:  09-25-13 Resume Form Page 17 of 60 


PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Michael Hussey 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Vice President, Regulatory Business Development 


# of Years in Classification: 4 # of Years with Firm: 28 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As vice president of regulatory business development, Mr. Hussey leads the team responsible for 
business development initiatives in the state regulatory assessment market. He also oversees 
mindhub™—Pearson’s centralized repository for high-stakes, professional certification preparation 
materials. With 28 years of experience in business development and leadership roles in the testing 
industry, he has a proven track record of achieving results and generating growth by developing high-
functioning teams and implementing effective business strategies. He has been with Pearson since 
1988. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
VICE PRESIDENT, REGULATORY BUSINESS DEVELOPMENT    2012−Pres. 
Leads the team responsible for all business development initiatives in the state assessment market. Also 
responsible for the mindhub business unit.   
 
VICE PRESIDENT, BUSINESS DEVELOPMENT      2011−2012 
Responsible for business development initiatives in the state assessment, professional certification, and 
information technology (IT) markets.  
 
Pearson Assessments and Information • Bloomington, Minnesota 
SENIOR VICE PRESIDENT, SALES AND MARKETING  
2009−2010 
 
SENIOR VICE PRESIDENT, BUSINESS DEVELOPMENT     2008−2009 
 
VICE PRESIDENT AND GENERAL MANAGER      2005−2007 
 
SALES LEADERSHIP POSITIONS        2001−2004 
 
National Computer Systems (NCS) • Eden Prairie, Minnesota 
SALES AND SALES LEADERSHIP POSITIONS      1988−2000 
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EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Indiana University Bloomington, Bloomington, IN 
BA, Mathematics, 05/1984 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Dr. John Kalohn,  
Vice President, Testing & Continuing Education 
Financial Industry Regulatory Authority (FINRA) 
Phone: (240) 386-5800; Email: john.kalohn@finra.org 
  
Ashok Sarathy 
Vice President 
Graduate Management Admissions Council (GMAC) 
Phone: (703) 668-9773; Email: asarathy@gmac.com 
  
Rob Daniels 
Founder/President 
Genuine Genius 
Phone: (612) 963-3320; Email: rdaniels@genuinegenius.com  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Thomas Magallanes 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Executive Director, Business Development 


# of Years in Classification: 12 # of Years with Firm: 24 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Magallanes is responsible for Pearson VUE business development initiatives in the state regulatory, 
professional association, and corporate markets. He provides strategic planning and management 
support, identifies new markets and business opportunities, and oversees the continued success of 
Pearson VUE’s client relationships. Mr. Magallanes also anticipates key testing industry trends by 
actively participating in various state regulatory and national association testing organizations as well as 
market and client events. He has more than 23 years of experience in the regulatory, certification, and 
employment assessment testing markets with an extensive background in both computer- and paper-
based testing and credential management services. 
 
In addition, Mr. Magallanes will serve as Pearson VUE’s executive sponsor to the Division. In this role, 
he will help make sure the Division is aware of new innovations in Pearson VUE technology, serve as a 
sounding board for any issues, and help identify program improvements. With the executive sponsorship 
of Mr. Magallanes, the Division is assured of consistently superior service and ample attention from 
Pearson VUE’s top management. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bala Cynwyd, Pennsylvania 
EXECUTIVE DIRECTOR, BUSINESS DEVELOPMENT     2004−Pres. 
Manages key account business development and new business. Sees that Pearson VUE meets and 
exceeds all contractual obligations for existing accounts. Implements business development initiatives 
designed to grow client programs and establish new clients.  
 
SENIOR DIRECTOR, CERTIFICATION SERVICES      2002−2004 
NATIONAL DIRECTOR, BUSINESS DEVELOPMENT, EMPLOYMENT ASSESSMENT  
PROGRAMS            1998−2000 
 
SENIOR PROGRAM DIRECTOR        1993−1997 
 
MANAGER, CANDIDATE CARE        1992−1993 
 
Convergys Corporation • Jacksonville, Florida 
DIRECTOR, BUSINESS DEVELOPMENT, EMPLOYEE CARE    2000−2002 
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EDUCATION 


Information required should include: institution name, city, state,  
degree and/or Achievement and date completed/received. 


 
Holy Family University, Philadelphia, Pennsylvania      
BA, Business Administration, 05/1985 
 
Computer Learning Center 
Computer Programming Certification, 12/1988 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Brian Gaudiose 
Deputy Commissioner 
Virginia Bureau of Insurance 
Phone: (804) 371-9078; Fax: (804) 371-9290; Email: brian.gaudiose@scc.virginia.gov 
  
Gus Ashoo  
Bureau Chief 
Florida Department of Business & Professional Regulations, Bureau of Education & Testing 
Phone: (850) 717-1301 
  
Dale Cyr  
CEO/Executive Director 
American Registry of Diagnostic Medical Sonography 
Phone: (301) 738-8401 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Joel W. Norris 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Business Development Manager 


# of Years in Classification: 1 # of Years with Firm: 12 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Norris is responsible for new business development activity. He retains current clients by working in 
conjunction with our program management team. In his past role as a senior program manager, Mr. 
Norris served as the primary point of contact between clients and Pearson VUE, and worked to meet all 
project deadlines and to provide quality program deliverables within established timelines. 
Mr. Norris has worked in the testing industry for 16 years and has overseen a variety of complex, large-
scale assessment programs for regulatory, certification, and education testing clients. His demonstrated 
ability to communicate with and manage cross-functional teams at Pearson VUE has enabled him to 
successfully administer testing and licensing programs for insurance, real estate, and other professional 
licensure markets.    
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Chicago, Illinois 
BUSINESS DEVELOPMENT MANAGER       2015−Pres. 
Responsible for new business development activity. Retains current clients by working in conjunction 
with our program management team.  
 
SENIOR PROGRAM MANAGER, REGULATORY SERVICES    2007−2015 
Managed testing and licensing programs for various state regulatory and professional services clients.   
 
Riverside Publishing Company • Rolling Meadows, Illinois 
SENIOR PROJECT/PROGRAM MANAGER       2004−2007 
Managed all aspects of $12.5 million in various educational testing programs at both state and district 
levels. Directly oversaw cross-functional teams responsible for content development, test administration, 
scoring, and reporting.   
 
Promissor (now Pearson VUE) • Evanston, Illinois 
MANAGER, MEASUREMENT SERVICES       2004 
Developed, updated, and communicated project plans for the testing services group and assisted in 
management of internal schedules. Prepared test development reports and program-support materials 
for internal and external clients. Researched and reported on test development and measurement 
procedures to enhance the defensive logic and quality control of testing services.  
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PRODUCT MANAGER, FORMATIVE ASSESSMENTS     2002−2003 
Assumed product management of online practice test product, increasing revenues by over 50 percent. 
Assisted in managing development of online grade school self-quiz environment with McDougal Littell.  
Managed knowledge-sharing initiatives to support product deployments and training strategies  
 
SENIOR TECHNICAL WRITER        2000−2002 
Developed technical requirements and end user documentation projects in collaboration with project 
managers, software developers, and psychometricians. Developed software manuals, online help, test 
plans, system procedures, XML data reference guides, and website maps.   
 
University of Washington • Seattle, Washington 
ASSISTANT WRITING ASSESSMENT DIRECTOR AND TECHNICAL WRITING  
INSTRUCTOR          1996−1999 
Served as designer and course administrator, overseeing 20–30 junior/senior writing and research 
courses per semester and the hiring, training, and management of 15–20 graduate student instructors 
each semester. Taught junior- and senior-level technical and professional writing courses.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Washington, Seattle, Washington 
MA, Rhetoric and Composition 
 
Creighton University, Omaha, Nebraska 
BA, Political Science and English 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Peter Bratsch, APIR 
Licensing Director 
Minnesota Department of Commerce 
Phone: 651-539-1585 
 
Roy Gunnarsson 
Training & Research Manager 
Florida Department of Law Enforcement 
Phone: 850-410-8672 
 
Tom O'Meara 
Assistant Commissioner 
Iowa Insurance Division 
Phone: 515-281-4222; Email: tom.omeara@iid.iowa.gov 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Paula Sisneros 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Director of Client Program Management, Regulatory Services 


# of Years in Classification: 2 # of Years with Firm: 3 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Ms. Sisneros leads the state regulatory program management team, a key client liaison group whose 
individual program managers serve as the client’s primary contact with Pearson VUE. She oversees all 
regional office operations, including offices that serve client programs in Colorado, North Carolina, 
Arkansas, and Washington, DC. In her past position as a senior program manager at Pearson VUE, Ms. 
Sisneros established and maintained ongoing responsive partnerships with her clients, building a 
trusting, successful relationship between each client and Pearson VUE. Throughout the life of the 
contract, she served as the primary point of contact, communicating the client’s needs to Pearson VUE’s 
internal teams.  
 
Ms. Sisneros has a strong history of working with state regulatory agencies, beginning with her 11-year 
tenure with the Colorado Department of Regulatory Agencies (DORA). She also has substantial 
expertise in managing licensing and continuing education programs through her positions at DORA and 
Wells Fargo Insurance. Ms. Sisneros has a BS in Justice Studies from Arizona State University. She also 
received a certificate in General Insurance and an Associate in Insurance Services from the Insurance 
Institute of America. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Aurora, Colorado 
DIRECTOR OF CLIENT PROGRAM MANAGEMENT, REGULATORY SERVICES 2014−Pres. 
Leads the program management team for the regulatory services division.  
 
SENIOR CLIENT PROGRAM MANAGER       2013−2014 
Developed long-standing client relationships and new business initiatives by meeting agreed-upon goals 
and objectives. Maintained positive and collaborative relationships with clients through consistent 
communication.   
 
Colorado Division of Insurance • Denver, Colorado 
DIRECTOR OF COMPLIANCE, INVESTIGATIONS & LICENSING    2006−2013 
Created and led various internal and external working groups and task forces, particularly working on 
national insurance issues with the National Association of Insurance Commissioners (NAIC).  
 
MARKET CONDUCT EXAMINER/LEAD RATE AND FORM ANALYST    2002−2006 
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Reviewed insurance rates, rating plans and systems, actuarial and statistical justification of data, 
verification of policy forms, endorsements and advertising material to determine statutory compliance.  
 
Wells Fargo Insurance • Greenwood Village, Colorado 
SENIOR AGENCY ADMINISTRATOR       2000−2002 
Managed the administrative workflow for the environmental insurance program and worked with 
management to grow the program into other states and territories.    
 
State Farm Insurance • Tempe, Arizona 
PERSONAL LINES UNDERWRITER       1998−1999 
Underwrote homeowners and other personal lines coverages in an assigned territory in rural New 
Mexico.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Arizona State University, Tucson, Arizona 
BS, Justice Studies, 05/1998 
 
Insurance Institute of America 
Certificate in General Insurance, 11/1999 
Associate in Insurance Services, 10/2002 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Peg Brown  
Chief Deputy 
Colorado Division of Insurance 
Phone: 303-894-7501; Email: Peg.Brown@state.co.us 
 
Brian Gaudiose 
Deputy Commissioner, Agent Regulation 
Virginia Bureau of Insurance  
Phone: 804-371-9078; Email: brian.gaudiose@scc.virginia.gov 
 
Barbara Gavitt, ITP, SILA-F  
Vice President Product Development and Education 
A.D. Banker & Company 
Phone: 913-237-6645 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Christine Nelson 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Program Manager 


# of Years in Classification: 1 # of Years with Firm: 1 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As a program manager in our Colorado office, Ms. Nelson serves as the primary point of contact 
between regulatory clients and Pearson VUE. She communicates the client needs to our internal 
program-dedicated team and coordinates and tracks the development and implementation of services in 
response to these needs. Throughout the term of the contract, she works to provide quality program 
deliverables within established timelines.  
 
Ms. Nelson has spent her career in the State of Colorado. She served as an examiner-investigator for 
the Colorado Division of Insurance, where she reviewed and tested regulated entities for compliance with 
laws, rules, and regulations and identified any unfair, deceptive, or discriminatory practices. She was 
also an accounting auditor and examiner for LandMark and served as the vice president of operations for 
Mercury Companies. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Aurora, Colorado 
PROGRAM MANAGER         2015−Pres. 
Develops long-standing client relationships that lead to contract renewals and new business initiatives by 
meeting agreed-upon goals and objectives. Maintains positive and collaborative relationships with clients 
through consistent communication.  
 
Colorado Division of Insurance • Denver, Colorado 
EXAMINER – INVESTIGATOR                                                                                            2010−2015 
Managed, organized, and conducted complex, on-site examinations and investigations of regulated 
entities to determine sufficiency and compliance with state and federal laws, regulations, and bulletins.  
 
LandMark • Greenwood Village, Colorado 
ACCOUNTING, AUDITOR AND EXAMINER                                                               2004−2010 
Preformed strategic industry analysis to determine competitive conditions and business risk to adjust to 
changing market demands.  
 
Mercury Companies • Lakewood, Colorado 
VICE PRESIDENT, OPERATIONS                                                                                  1995−2003 
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Responsible for day-to-day management operations including business development, employee 
production and revenue generation.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Metropolitan State University  
BS, Business Management, Summa Cum Laude                   
Paralegal Certification 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 


Steve Giampaolo 
Director of Producer Licensing and Enforcement 
Colorado Department of Regulatory Agencies, Division of Insurance 
Phone: 303-894-2241; Fax: 303-894-7455 
stevena.giampaolo@state.co.us 
 
Carla Randolph  
Assistant Commissioner, Education, Licensing and Development Services 
Arizona Department of Real Estate  
Phone: 602-771-7729; Fax: (602) 955-6284; Email: crandolph@azre.gov  
 
Mark Fagergren 
Licensing & Education Director 
Utah Division of Real Estate 
Phone: 801-536-7967; Fax: 801-530-6749   
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Kellie Britten 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Senior Director, Global Content Development 


# of Years in Classification: 2 # of Years with Firm: 9 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Ms. Britten oversees and directs the development process of items and examinations for professional 
certification, licensure, and admissions programs across the globe. She is responsible for all item 
development activities, including monitoring team project schedules, making sure that client deliverables 
are completed accurately and on schedule, and maintaining existing item banks and test forms in 
Pearson VUE’s proprietary systems.  
 
Ms. Britten brings more than 13 years of content development experience in the testing industry in both 
the regulatory and professional certification markets. As a content developer, subject matter expert 
(SME), and then manager for her previous employer, Ms. Britten was part of a team that developed 
regulatory exams for several states. She also completed training with the Insurance Institute of America 
and the American Institute for Chartered Property Casualty Underwriters (CPCU®). 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
SENIOR DIRECTOR, GLOBAL CONTENT DEVELOPMENT                                    2014−Pres. 
Monitors team project schedules, assigns resources, makes certain that client deliverables are 
completed accurately and on schedule, and manages all item development activities using 
Pearson VUE’s proprietary software system.  
 
DIRECTOR, CONTENT DEVELOPMENT, NORTH AMERICA    2010−2013 
 
MANAGER, TEST DEVELOPMENT 2007−2010 
 
Prometric • St. Paul, Minnesota 
MANAGER, TEST DEVELOPMENT        2005−2007 
 
INSURANCE TEST DEVELOPER        2002−2005 
Developed regulatory exams for multiple states.  
 
Benfield Blanch, Inc. • St. Paul, Minnesota 
SENIOR TECHNICAL ACCOUNT REPRESENTATIVE     1998−2002 
American Family Insurance Company • St. Paul, Minnesota 
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CASUALTY CLAIM REPRESENTATIVE       1996−1998 
 
American West Insurance Company • St. Paul, Minnesota 
ADJUSTER           1994−1995 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of North Dakota, Grand Forks, ND 
BBA, Information Management, 05/1995 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Linda Anguish  
Director, Certification Products 
HR Certification Institute 
Email: Linda.Anguish@HRCI.org 
  
Desley Ward  
Education Manager 
CPA Australia 
Phone: +613 9606 9837; Email: Desley.ward@cpaaustralia.com.au  
  
Vikas Wadhwani  
Business Operations Manager, Global Certifications 
Cisco Services 
Phone: +1 (602) 778-2062; Email: vwadhwan@cisco.com  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Kathy Kelly 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Director of Content Development 


# of Years in Classification: 1 # of Years with Firm: 8 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As director of content development, Ms. Kelly is responsible for all North American professional, 
information technology, and regulatory programs that utilize Pearson VUE’s content development 
services. In this role, she makes certain that exams meet established quality standards, exams are 
delivered on time, and metrics for quality and productivity are maintained. She has 13 years of 
experience in the development of reliable items for large-scale testing programs. 
 
Ms. Kelly was formerly involved in producing high-quality examinations for state department clients in the 
K-12 assessment market. In this role, she participated in all aspects of developing test items in the areas 
of reading and language arts. Since joining Pearson VUE in 2008, Ms. Kelly has been instrumental in 
helping to expand the company’s content services offering and increasing overall client satisfaction. 
 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota       2015–Pres. 
DIRECTOR, CONTENT DEVELOPMENT 
Oversees the team responsible for developing and maintaining testing programs for all North American 
professional, information technology, and regulatory clients that use Pearson VUE's content 
development services.  
 
MANAGER, CONTENT DEVELOPMENT       2012–2015 
Managed the team responsible for developing and maintaining testing programs for professional 
certification and regulatory insurance clients.  
 
SUPERVISOR, CONTENT DEVELOPMENT      2010–2012 
Managed the content development activities surrounding the item and exam development process for 
large-scale testing projects. Made certain that all client schedules were met and served as first escalation 
point for issues.    
 
SENIOR TEST DEVELOPER         2008–2010 
Managed the item development process of large-scale test development projects. Conducted meetings 
with subject matter experts to write and review examination items. Assembled examinations using 
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proprietary software and made certain that test schedules were developed and maintained. Managed 
project-specific item databases to provide for the accuracy of items and the export of test forms. 
 
Anoka Ramsey Community College • Cambridge, Minnesota 
ADJUNCT INSTRUCTOR, READING AND STUDY SKILLS    2007 
 
Data Recognition Corporation • Maple Grove, Minnesota 
SENIOR TEST DEVELOPMENT SPECIALIST      2005–2008 
Managed the development and delivery of assessments and complex ancillary materials. Worked directly 
with clients to provide input concerning all steps of the test development process. Facilitated multiple 
committee reviews, new item review, data review, standard setting, and performance-level descriptors.   
 
TEST DEVELOPMENT SPECIALIST       2003–2005 
Participated in all aspects of item and test development. Developed reading curriculum and in-service 
materials and programs.  
 
Fulton City School District • Fulton, New York  
CLASSROOM TEACHER         1990–2003  
Planned for and taught all curricular areas. Worked as a member of a grade-level team to design and 
implement a new writing program. Supervised student teachers and methods-practicum students.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Syracuse University, Syracuse, NY 
MS, Instructional Design, Development, and Evaluation 
Concentration in Distance Learning, 05/2003 
 
State University of New York College at Oswego, Oswego, NY 
MS, Reading Education, 05/1993 
BS, Elementary Education 
Concentration in Science, 12/1989 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A. 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Linda Anguish 
Director, Certification Products, HR Certification Institute 
Phone: 571-551- 6731; Email: linda.anguish@hrci.org 
  
Kay Manger-Hague, RD 
Director—Credentialing Operations, Commission on Dietetic Registration  
Phone: 312-899-4777; 312-899-4772; Email: khague@eatright.org 
  
Sarah Gill, Examination Services Manager 
The International Conference of Funeral Services Examining Boards, Inc. 
Phone: 479-442-7076 Ext. 8; Email: exams@theconferenceonline.org 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Sarah Wennik 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Supervisor, Content Development 


# of Years in Classification: 3 # of Years with Firm: 8 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As supervisor of Pearson VUE’s regulatory content development team, Ms. Wennik leads the team of 
content developers responsible for the successful development and maintenance of client testing 
programs in the real estate market. With responsibilities including staff supervision and operational 
management, the development of test content and associated elements, and quality maintenance and 
improvement, Ms. Wennik provides unrivaled support to content development team members and clients 
alike. She previously served as the senior content developer responsible for Pearson VUE’s cosmetology 
testing programs.  
 
Ms. Wennik has a deep professional background in education and was named inventor on USPTO 
Application #: 20070190503, filed in September of 2003, “Method of Mind Mapping Utilizing Meta-
Cognitive Learning.” She has been with Pearson VUE since 2008. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bala Cynwyd, Pennsylvania 
SUPERVISOR, CONTENT DEVELOPMENT      2013−Pres. 
Oversees content development staff and manages examination subject matter.    
 
SENIOR CONTENT DEVELOPER        2010−2013 
Accountable for delivering 100 percent accurate, field-ready exams. Utilized Builder™ test development 
software to produce state licensure exams and professional certification programs for delivery in 
computer-based testing environments. Worked with program managers, psychometricians, clients, and 
SMEs on all aspects of test development and delivery.   
 
EDITOR, CONTENT DEVELOPMENT       2008−2010 
Managed highly confidential database of test items. Coordinated and participated in meetings with SMEs 
to write and validate test questions. Edited test questions by checking grammar, spelling, punctuation, 
and formatting. Maintained complex filing/retrieval systems, administrative logs, and reporting files for 
each client.   
 
Kaplan Premier, Inc. • Bryn Mawr, Pennsylvania  
PRIVATE STANDARDIZED TEST TUTOR       2004−Pres. 
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Coached and tutored students to achieve several 100+ point increases in SAT Critical Reading and 
Writing scores. Students also achieved double-digit increases on ACT scores.  
 
DeVry University • Philadelphia, Pennsylvania  
ADMISSIONS ADVISOR         2004−2005 
Conducted interviews with prospective students by benefit-selling, navigating potential smokescreens, 
overcoming objections, and creating trust. Maintained the student-school relationship. Twice named 
“Advisor of the Month,” consistently exceeded enrollment volume target, and won Fall 2004 Center City 
Challenge for most applications.  
 
Gap International, Inc. • Springfield, Pennsylvania 
PROGRAM DEVELOPER / CONSULTANT       2002−2004  
Designed new knowledge management/consultant process entitled “The Language of Extraordinary 
Performance” for 2003 conference in Geneva, Switzerland. Process was incorporated into a weeklong 
conference attended by more than 30 executives.   
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Saint Joseph's University, Philadelphia, Pennsylvania                                                                             
MS, Organization Development and Leadership, concentration in Adult Learning 
 
Drexel University, LeBow College of Business, Philadelphia, Pennsylvania    
MBA 
 
Pomona College, Claremont, California 
BA, Linguistics 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Kelly Diller  
Board Administrator, Pennsylvania Cosmetology Examination Program  
Phone: 717-783-7130; Email: kdiller@pa.gov 
 
Aaron Knautz  
Wisconsin Cosmetology Examination Program 
Email: Aaron.Knautz@wisconsin.gov 
 
Erik Wisner  
Director 
Kansas Real Estate Commission and Real Estate Appraisal Board 
Phone: 785-296-6951; Email: Erik.Wisner@krec.ks.gov  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Brent Reif 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Content Developer, Real Estate Programs 


# of Years in Classification: 6 # of Years with Firm: 7 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As a content developer, Mr. Reif utilizes Pearson VUE’s content management tool to maintain and 
manage item banks for Pearson VUE’s real estate clients. He assists in item development workshops 
and facilitates item-review sessions with licensing professionals and subject matter experts (SMEs) to 
create valid, functional items for real estate exams. He edits items for Pearson VUE style, grammar, and 
spelling, and researches candidate complaints regarding exam content. Mr. Reif researches pertinent 
statute or law changes, updates content outlines, and builds all the components of real estate licensing 
exams to function properly and according to test specifications. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bala Cynwyd, Pennsylvania 
CONTENT DEVELOPER         2010−Pres. 
Accountable for delivering 100 percent accurate, field-ready exams. Utilizes our test development 
software to produce real estate exams for delivery in computer-based testing environments.  
2010−Pres. 
 
EDITORIAL ASSISTANT         2009−2010 
Conducted quality control of nationally distributed certification and licensing exams. Proofread score 
reports, exam items, splash screens, and content outlines. Planned and coordinated conferences with 
subject matter experts.  
 
The Liberty Champion • Lynchburg, Virginia 
COPY EDITOR          2007−2009 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Rosemont College, Rosemont, Pennsylvania  
MA, Publishing  
 
Liberty University, Lynchburg, Virginia 
BA, English Studies 
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CERTIFICATIONS 


Information required should include: type of certification and date completed/received. 
 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Bill Jones 
Broker/Commissioner, Texas Subject Matter Expert 
Phone: 254-773-0900 
 
Tim Reed  
Broker, Indiana Subject Matter Expert 
Phone: 219-628-3015 
 
Carla Bowen  
Broker, Arizona Subject Matter Expert 
Phone: 928-367-6400 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearon, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Brianna Gillespie 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Content Developer 


# of Years in Classification: 3 # of Years with Firm: 3 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As a content developer, Ms. Gillespie maintains and manages test content for Pearson VUE’s real estate 
clients. She plans and conducts test development meetings and training sessions for vendors, 
consultants, content developers, subject matter experts, and support staff in order to develop valid and 
defensible high-stakes certification exams. Ms. Gillespie is a licensed real estate professional in the state 
of New Jersey. Ms. Gillespie has a marketing and event planning background with CaskStrength Media 
and an educational content development background with the Institute for Domestic and International 
Affairs.   
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bala Cynwyd, Pennsylvania 
CONTENT DEVELOPER         2013−Pres. 
Develops and manages testing content for real estate licensure examinations in a number of states.  
 
CaskStrength Media • Haddonfield, New Jersey 
MARKETING AND COMMUNICATIONS SPECIALIST     2010−2013 
Researched marketing strategies for proposal process, assisted in the RFP process, drafted press 
releases, developed social media promotional campaigns, designed web-based promotional materials, 
and assisted in special event organization.  
 
Bloomberg • New York, New York 
CONTRACTS REPRESENTATIVE                                                                                2009 
Served customers through the contract process for financial products and managed the department’s 
summer interns.  
 
Institute for Domestic and International Affairs • New Brunswick, New Jersey 
DIRECTOR OF ADMINISTRATION                                                                              2006−2010 
Organized annual conferences on domestic and international policy for high school students, led staff 
development, developed educational content on a variety of human rights and environmental topics, and 
oversaw the events’ administrative affairs.  
 
Cronin and Musto Law Firm • Haddonfield, New Jersey 
INTERN           2008 
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Analyzed depositions, performed case research, created presentations, and organized trial material.  
 
World Information Transfer, A United Nations NGO • New York, New York 
EDITOR AND INTERN         2007 
Attended and summarized meetings at the United Nations Headquarters in New York. Managed monthly 
newsletter including editing, topic selection, formatting, and fact checking.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Rutgers, The State University of New Jersey, New Brunswick, New Jersey                                   
BA, Political Science and Middle Eastern Studies, minor in French, specialization in International 
Relations 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
Licensed real estate agent in New Jersey 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Mark Fagergren, Licensing & Education Director 
Utah Division of Real Estate 
Phone: 801-536-7967; Fax: 801-530-6749; Email: markf@utah.gov 
 
Gary Isom, Executive Director 
Arkansas Real Estate Commission 
Phone: 501-683-8016; Fax: 501-683-8020; Email: gary.isom@arkansas.gov 
 
Heather Kilpatrick, Senior Investigator 
Arkansas Real Estate Commission 
Phone: 501-683-8017; Fax: 501-683-8020; Email: Heather.Kilpatrick@arkansas.gov 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Thomas R. Mlcoch 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Content Developer, Appraisal Programs 


# of Years in Classification: 7 # of Years with Firm: 9 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As a content developer, Mr. Mlcoch maintains and manages test content for Pearson VUE’s state 
appraisal clients. In this role, he exercises full-cycle project management for multiple programs and 
assists in the implementation process for new clients. As a member of Pearson VUE’s content 
development team since 2007, Mr. Mlcoch has implemented a number of effective quality control 
processes, particularly for the delivery of the Appraiser Qualifications Board (AQB) national exams. He 
has also worked with individual states on developing the Pearson VUE registered trainee exam. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bala Cynwyd, Pennsylvania 
CONTENT DEVELOPER         2009−Pres. 
Maintains and manages test content within Pearson VUE’s proprietary test development system for state 
appraisal programs, including the registered trainee exam.  
 
EDITORIAL ASSISTANT         2007−2009 
Performed quality control tasks in support of timely publication of exams. Supported content 
development team in setting up meetings, completing reports, maintaining databases, and proofreading 
content.  
 
Skin Radio (1340AM, WHAT Radio) • Philadelphia, Pennsylvania 
INTERN           2006−2007 
Performed audio production, generated playlists and taglines, and created and executed promotional 
strategies.   
 
Pope Paul VI High School • Haddonfield, New Jersey 
TEACHER (GRADES 9-11)          2005−2006 
Created and executed lesson plans and evaluations for English literature and writing courses.   
 
Evesham Township School District • Marlton, New Jersey 
LONG TERM SUBSTITUTE TEACHER (GRADES K-8) 
Created and executed lesson plans and evaluations for all areas of academia. Worked with special 
education classes.   
2003−2005 
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EDUCATION 


Information required should include: institution name, city, state,  
degree and/or Achievement and date completed/received. 


 
Flagler College, St. Augustine, Florida 
BA, English 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Mark Harper 
Standards Supervisor, Bureau of Fire Standards & Training 
Florida State Fire College 
Phone: 352-369-2858; Fax: 352-732-1374; Email: Mark.Harper@myfloridacfo.com 
 
Jasmin Richardson 
Financial Examiner/Analyst II 
Division of Funeral, Cemetery and Consumer Services 
Phone: 850-413-3039; Fax: 850-413-4958; Email: Jasmin.Richardson@MyFloridaCFO.com 
 
Ken Harper 
Training Specialist, Sr. 
Virginia Department of Environmental Quality 
Phone: 804-698-4296; Email: kenneth.harper@deq.virginia.gov  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: James N. Ingrisone II, PhD 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Manager, Psychometric Services 


# of Years in Classification: 2 # of Years with Firm: 7 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Dr. Ingrisone manages a team of psychometricians who work on a variety of measurement and research 
activities with Pearson VUE licensure and certification clients. He oversees all operational psychometric 
activities and works with software developers and quality assurance analysts to maintain the high quality 
of Pearson VUE exams. Dr. Ingrisone also represents Pearson VUE at professional meetings and 
conferences. 
 
Dr. Ingrisone has been part of Pearson’s psychometric and research studies team since 2009. Before 
joining Pearson, he served as an instructor at multiple institutions of higher education. Dr. Ingrisone 
holds a PhD in Measurement and Statistics from Florida State University. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
MANAGER, PSYCHOMETRIC SERVICES        2015−Pres. 
Manages a team of psychometricians and oversees all ongoing operational psychometric activities that 
maintain the quality of clients’ assessment programs.  
 
Pearson • Iowa City, Iowa 
SENIOR RESEARCH SCIENTIST, PSYCHOMETRIC AND RESEARCH SERVICES  2014−2015 
Led, trained, and supervised others in research and psychometric activities using applied psychometric 
techniques for a fast-paced, high-volume testing program. Organized psychometricians, research 
associates, subject matter experts (SMEs), and client staff. Coordinated all aspects of test form design, 
construction, field test item preparation, and review.  
 
RESEARCH SCIENTIST, PSYCHOMETRIC AND RESEARCH SERVICES   2013 
Planned, organized, and managed people and processes related to standard setting events. Supported 
Reading and Mathematics Computer Adaptive Test (CAT) pilot.  
 
ASSOCIATE RESEARCH SCIENTIST, PSYCHOMETRIC AND RESEARCH SERVICES 2009−2011 
Served as a standard setting facilitator. Conducted research and wrote reports for topics of interest to a 
state testing program.  
 
Florida State University • Tallahassee, Florida 
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INSTRUCTOR, MEASUREMENT AND STATISTICS PROGRAM     2004−2009  
 
STATISTICAL CONSULTANT, CHILDHOOD EDUCATION, READING AND DISABILITY SERVICES 
DEPARTMENT           2004 
Worked with the principal investigator on a directed research project for a U.S. Department of Education 
grant.  
 
INSTRUCTOR, CENTER FOR INTENSIVE ENGLISH STUDIES      2002−2004 
 
MULTICULTURAL/MULTILINGUAL EDUCATION      2002−2003 
 
Soongsil University • Seoul, Korea 
ADJUNCT FACULTY, GRADUATE SCHOOL OF INTERNATIONAL COMMERCE AND REGIONAL 
ECONOMY  1999−2001 
 
INSTRUCTOR, ENGLISH DEPARTMENT        1999−2001 
 
Si Sa Language Institute • Seoul, Korea 
ENGLISH INSTRUCTOR          1998−1999 
 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Florida State University, Tallahassee, Florida 
PhD, Measurement and Statistics  
 
George Mason University, Fairfax, Virgina 
MA, Sociology  
 
West Chester University of Pennsylvania, West Chester, Pennsylvania   
BA, Liberal Studies 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Gordon Ito, Commissioner of Insurance 
Hawaii Insurance Division, Department of Commerce and Consumer Affairs 
Phone: (808) 586-2790; Email: gordon.i.ito@dcca.hawaii.gov 
  
Joy Miller, Producer Licensing, Chief 
Nevada Division of Insurance 
Phone: (775) 687-4270 Ext. 238; Email: jamiller@doi.state.nv.us   
    
Rob Thomason, Executive General Manager, CPA Australia 
Phone: +613 9606 9960; Email: Robert.Thomason@cpaaustralia.com.au  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: James S. Masters, PhD 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Senior Psychometrician, Regulatory Programs 


# of Years in Classification: 6 # of Years with Firm: 16 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Dr. Masters is a senior psychometrician with 23 years of experience in examination development, 
measurement, statistical methodology, data analysis, and survey development. Dr. Masters currently 
works on the development and validation of state and national regulatory licensure exams. Since joining 
Pearson VUE in 2000, he has managed, developed, and improved various testing programs using 
psychometric principles and advanced research methodologies. He has led linear and adaptive 
computer-based testing projects, developed paper-and-pencil examination programs, and conducted a 
major research study.  
 
Prior to working with Pearson VUE, Dr. Masters served as a senior test developer who executed several 
key certification programs. He also managed all aspects of test development, from conducting job 
analyses to establishing the passing standard. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Dr. Masters is a senior psychometrician with 23 years of experience in examination development, 
measurement, statistical methodology, data analysis, and survey development. Dr. Masters currently 
works on the development and validation of state and national regulatory licensure exams. Since joining 
Pearson VUE in 2000, he has managed, developed, and improved various testing programs using 
psychometric principles and advanced research methodologies. He has led linear and adaptive 
computer-based testing projects, developed paper-and-pencil examination programs, and conducted a 
major research study.  
 
Prior to working with Pearson VUE, Dr. Masters served as a senior test developer who executed several 
key certification programs. He also managed all aspects of test development, from conducting job 
analyses to establishing the passing standard. 
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of North Carolina, Greensboro (UNCG), Greensboro, NC                                                    
PhD, Educational Research Methodologies, 2010 
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University of Colorado, Boulder, CO 
Completed credits towards secondary mathematics certification, 1990 
 
Pennsylvania State University, State College, PA 
MEngr, Industrial and Mechanical Systems Engineering 
BS, Mathematical Sciences, 1977 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Robert Wagner 
Sr. Director of IT, Public Relations, and Certification 
American Payroll Association 
Phone: 210-226-4600, ext. 3263; Fax: 210-630-4370; Cell Phone: 732-887-9311 
 
Patricia Olinger 
Director of Examination Services 
Association of Social Work Boards 
540-829-6880 ext. 3026; polinger@aswb.org 
 
Joshua Goodman, PhD 
Director, Psychometrics & Research 
National Commission on Certification of Physician Assistants 
Phone: (678) 417-8174; (336) 740-0636; Email: joshg@nccpa.net 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Elizabeth A. Danielson 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Director, Publishing Services 


# of Years in Classification: 5 # of Years with Firm: 13 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As director of publishing services, Ms. Danielson leads all test publishing activities for Pearson VUE’s 
North American publishing groups. In this role, she directs a staff of test publishing and quality assurance 
team members focusing on content acquisition, exam creation, and validation.  Ms. Danielson oversees 
Pearson VUE’s strict publishing and quality control processes verifying that all examinations perform at 
their optimal functionality, including navigational elements and score reporting. She holds nearly 23 years 
of experience in software development and quality assurance and has been with Pearson VUE since 
2003. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
DIRECTOR, PUBLISHING SERVICES       2011−Pres. 
Directs test publishing activities including content acquisition, exam creation, client support, exam 
validation, and publication for all North American publishing groups.  
  
MANAGER, TEST PUBLISHING QUALITY ASSURANCE     2008−2011 
Managed a team consisting of technical professionals including QA editors, data integration developers, 
application support specialists, lab technicians, and contractors. Reduced errors associated with 
migration to a new platform by introducing process improvements. Identified and resolved issues that 
introduced unnecessary risk.  
 
MANAGER, SOFTWARE QUALITY ASSURANCE      2008 
Managed three teams of QA testers. Developed, organized, and implemented an offshore solution for 
cost reduction around non-automatable regression testing. Responsible for maintaining quality 
standards, overseeing staff, and achieving metric targets.  
 
SENIOR SOFTWARE QUALITY ASSURANCE ANALYST, WEB TESTING  2003−2004 
Worked with business teams to determine and analyze requirements for small and midsized projects. 
Responsible for test development and test completion for internal and external websites.  
 
K-Force • Bloomington, Minnesota  
SOFTWARE QUALITY ASSURANCE ANALYST      2003 
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Led a team that determined test strategy. Verified financial product values in the reporting tool. Analyzed 
requirement documents and defect reports and worked within a team to resolve data gaps and defects.  
 
Sufficient Systems, Inc. • Minneapolis, Minnesota and Kuala Lumpur, Malaysia  
OFFICE MANAGER          1987−1989 
Served as project manager for a complex third-party software development project. Led an international 
team of 23 technical professionals.  
 
Agiliti, Inc. • Bloomington, Minnesota 
QUALITY ANALYST AND PROJECT MANAGER      2000−2001 
Collaborated with software development staff to plan quality analysis activities. Developed and 
maintained content for client-focused website. Developed and deployed automated software tests 
(functional, regression, and load tests) using the e-test suite.  
 
Lutheran Brotherhood • Minneapolis, Minnesota 
QUALITY ANALYST, BUSINESS ANALYST, AND BUSINESS SYSTEMS ANALYST 1993−2000 
Served as project manager and support analyst for an annual statement that listed all of the client’s 
products and the value for each product. Co-led a team of seven people to develop and install a new 
system to manage and track beneficiary information. Gathered and analyzed business- and end-user 
requirements.   
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Minnesota, Minneapolis, Minnesota 
BA, History 
 
University of Wisconsin, Madison, Wisconsin 
Continuing Education in Education and Historical Research 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
Information Technology Infrastructure Library (ITIL)  
Service Management Certification 
 
Software Dimensions  
Quality Assurance and Software Development seminars 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Jeanne Brzycki 
Technical Production Development Manager, Evaluation Systems, Pearson 
Phone: 413-256-2770; 413-256-0444; Email: jeanne.brzycki@pearson.com  
 
Jason A. Schwartz 
Senior Director, Testing Services, Pearson VUE  
Phone: 312-291-5951; 312-805-6238; Email: jason.schwartz@pearson.com  
 
Kathleen A. Gialluca, PhD 
Senior Research Scientist, Pearson VUE 
Phone: 952-681-3856; 952-237-1749; Email: kathleen.gialluca@pearson.com 







Revised:  09-25-13 Resume Form Page 45 of 60 


PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Brian Driscoll 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Supervisor, Test Publishing 


# of Years in Classification: 2 # of Years with Firm: 2 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
Mr. Driscoll serves as the supervisor of test publishing for Pearson VUE. In this role, he monitors the 
exam development process with clients, including quality assurance, client reviews, and test publishing. 
He supervises a team of six test publishers so all deliverables are met on time and at the desired 
specifications. Mr. Driscoll has over a decade of leadership experience at education companies, 
including past positions at Prometric and Education Testing Service. Mr. Driscoll is a certified Six Sigma 
Green Belt. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bala Cynwyd, Pennsylvania 
SUPERVISOR, TEST PUBLISHING        2015−Pres. 
Supervises a team of six test publishers so all deliverables are met on time and at the desired 
specifications.  
 
Education Testing Service • Ewing, New Jersey 
SENIOR PROJECT COORDINATOR       2008−2015 
Responsible for the testing activities of over 1,200 test centers around the world and the testing 
experience of over 750,000 people annually.      
 
Prometric • Lawrence, New Jersey 
LEAD OPERATIONS SPECIALIST         2005−2008 
Led a group of 8-11 employees responsible for the processing, scheduling, and recertification of 
approximately 70,000 nurse aides across five states every year.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Rowan University 
BA, Communications, focus on Marketing and Management 
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CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
Six Sigma Green Belt Certification 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Brian Driscoll is responsible for understanding the needs of Pearson VUE clients and matching those 
needs to the test delivery solution. Please note this is not a client-facing role.  
 
Liz Danielson 
Director of Publishing Services, Pearson VUE 
Desk: +1 952-681-3944; Cell: +1 952-200-8621; Email: liz.danielson@pearson.com 
 
Jason A. Schwartz 
Senior Director, Testing Services, Pearson VUE  
Phone: 312-291-5951; 312-805-6238; Email: jason.schwartz@pearson.com 
 
Tom O'Meara 
Assistant Commissioner 
Iowa Insurance Division 
Phone: 515-281-4222; Email: tom.omeara@iid.iowa.gov 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Andrew E. Marr 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Director, Test Administration 


# of Years in Classification: 4 # of Years with Firm: 15 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As director of test administration, Mr. Marr has overall management responsibility for the company-
owned test centers and regional test center managers (RTCMs) in the Americas region. His team makes 
certain that all test centers meet expectations established by Pearson VUE and clients by overseeing 
staff hiring and training, facilities management, utilization management, expense management, 
relationship management, and quality assurance. Mr. Marr also has responsibility for the day-to-day 
management of test center capacity with the Americas Capacity Management Group (CMG). 
 
As a former RTCM, Mr. Marr has been instrumental in the development of education and tools to help 
monitor and manage the operations of the test centers. His experience in working with high-stakes 
examinations such as the Graduate Management Admissions Test (GMAT®) and state bar admission 
examinations gives him valuable insight on test center security and related issues. He has more than 28 
years of managerial experience in the assessment and credentialing industry, including 15 years with 
Pearson VUE. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
DIRECTOR, TEST ADMINISTRATION       2012−Pres. 
Responsible for all company-owned test centers and regional test center managers in the Americas 
region.  
SENIOR REGIONAL TEST CENTER MANAGER      2010−2012 
Directed regional test center managers and provided oversight of test center staff hiring and training, 
facilities management, utilization management, expense management, relationship management, and 
quality assurance.  
 
AREA MANAGER          2006−2009 
Responsible for the overall operation of Pearson VUE area two, which consisted of four regions, four 
regional test center managers, and approximately 90 Pearson VUE Test Centers. 
 
REGIONAL TEST CENTER MANAGER       2001−2006 
Responsible for all operational aspects of 20 Pearson Professional Centers, including recruiting, hiring, 
training, budgeting, monitoring service quality, and delivery.  
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Measurement Incorporated • Ypsilanti, Michigan 
SUPERVISOR          2000−2001 
Managed the qualification, training, and QA procedures of the evaluation process using state-based 
criteria and guidelines. 
 
Learning Services, Inc. • Southfield, Michigan 
OWNER AND OPERATOR         1993−2001 
Oversaw all daily operations and directed corporate strategy. During Mr. Marr’s tenure, market share 
increased from 10 percent to 55 percent. He also helped establish a successful marketing and incentive 
program for sales representatives, and expanded coverage to Ohio, Illinois, and Texas.  
 
Kaplan Educational Centers. • Ann Arbor, Lansing, and Southfield, Michigan 
MANAGER           1987−1993 
Acted as operations manager for three Kaplan Educational Centers. Developed and implemented direct 
marketing programs, recruited and trained sales staff, and hired and trained office staff and instructors. 
His efforts contributed to the success of the Southfield Center branch in 1991, where sales exceeded the 
annual revenue target of $1 million for the first time.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Wayne State University, Detroit, MI 
MBA, Marketing, 12/1999 
BS, Management, 12/1995 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Peter Kornmuller 
Country Manager 
MicroTek Global Learning Solutions  
Phone: 519-660-6100; Phone: peterk@mclabs.com 
 
John Fedora 
Home Energy Services  
Phone: 612-812-522; Email: john@home-energyservices.com 
 
Hollie Ulwelling 
Manager 
Capacity Management Team 
Pearson VUE 
Phone: 952-681-3061; Email: Hollie.Ulwelling@pearson.com 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Mark A. McQuin, PMP 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Director, Test Administration Solutions 


# of Years in Classification: 3 # of Years with Firm: 15 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
In his role as director of test administration solutions, Mr. McQuin is responsible for understanding the 
needs of Pearson VUE clients and matching those needs to the test delivery solution. He also serves as 
the subject matter expert that develops and implements temporary testing solutions to meet unique client 
needs that cannot be accommodated through standard test delivery offerings. Through various roles at 
Pearson VUE over the past 15 years, Mr. McQuin has been instrumental in three of Pearson VUE’s 
largest client launches. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
DIRECTOR, TEST ADMINISTRATION SOLUTIONS     2013−Pres. 
Creates and implements test center solutions, including those that are temporary in nature, at the 
request of clients.  
 
TEST CENTER SOLUTIONS ARCHITECT       2011−2013 
Developed test delivery solutions for new and existing clients. Developed and implemented temporary 
testing solutions for needs that are best served outside traditional test delivery solutions.  
 
CHANNELS PROJECT MANAGER        2008−2011 
Identified, developed, and implemented opportunities for improving test center processes. Developed 
and managed projects directly related to test center operations.  
 
PROFESSIONAL CHANNELS MANAGER       2006−2008 
Responsible for global oversight of company-owned and third-party-owned international professional 
testing centers.  
 
CHANNEL OPERATIONS PROJECT MANAGER      2004−2006 
Developed and implemented plans for launching new clients in new and existing global test centers.  
 
REGIONAL TESTING CENTER MANAGER       2001−2004 
Responsible for high-quality test delivery, customer service, capacity management, quality management, 
staffing, facility management, and budgeting in assigned region.  
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EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Southwest Missouri State University, Springfield, Missouri  
MA, Counseling Psychology 
 
University of Wisconsin-Oshkosh 
BA, Criminal Justice 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
Project Management Professional (PMP) credential, 04/2010 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Kelly Kruger 
Assistant Deputy Director 
Illinois Department of Financial and Professional Regulation, Division of Insurance 
Phone: 217-785-2263; kelly.kruger@illinois.gov 
 
Tom O'Meara 
Assistant Commissioner 
Iowa Insurance Division 
Phone: 515-281-4222; Email: tom.omeara@iid.iowa.gov 
 
Nancy Strasburg, APIR 
Assistant Director, Producers Division 
Kansas Insurance Department 
Phone: 785-296-2000; Email: NStrasburg@ksinsurance.org 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Christopher M. Eisfelder 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Director, Customer Service 


# of Years in Classification: 5 # of Years with Firm: 5 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As director of customer service, Mr. Eisfelder oversees the service levels at Pearson VUE’s Bloomington, 
Minnesota, call center to make certain that candidate inquiries are handled in a consistent manner. His 
team works closely with clients and the internal network, striving to exceed customer service 
expectations. Mr. Eisfelder is responsible for enforcing all client policies while providing for the effective 
management of all candidate issues.  
 
Mr. Eisfelder is a customer-focused and results-oriented professional with over 20 years of customer 
service and leadership experience, including 15 years managing high-volume customer call centers. He 
has a broad range of skills that include project and productivity management, problem solving, strategic 
planning, customer satisfaction, operations expansion, and negotiation. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bloomington, Minnesota 
DIRECTOR, CUSTOMER SERVICE        2011−Pres. 
Responsible for the overall delivery of client and candidate customer service during examination 
scheduling. Sees that both internally driven and customer-specific metrics are met or exceeded while 
delivering excellent customer service. Implements quality service expectations globally so clients and 
candidates receive the same excellent service regardless of point of contact.   
 
Travelers Insurance • St. Paul, Minnesota 
DIRECTOR, HUMAN RESOURCES OPERATIONS      2006−2011 
Responsible for internal call center providing service to over 50,000 employees and retirees. Consistently 
exceeded key metrics while managing costs. Provided customer service expertise on benefits, payroll 
services, retirement, employee relations, and policy interpretation.   
 
Ceridian Inc. • Eagan, Minnesota 
DIRECTOR, LIFEWORKS SERVICE DELIVERY      2003−2006 
Responsible for overall service delivery of employee assistance program.   
 
eFunds Corporation • Woodbury, Minnesota 
LEADER, QUALITY SERVICES AND TRAINING      2001−2003 
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Responsible for global call quality and training to see that external customers consistently received 
world-class service. Designed and implemented a call-quality monitoring program used in contact 
centers around the world.  
 
Net Perceptions Inc. • Eden Prairie, Minnesota 
DIRECTOR, TECH SUPPORT AND CUSTOMER SATISFACTION PROGRAMS  1999−2001 
Built technical teams to deliver services for internal and external customers. Managed customer 
education teams that built coursework for training classes.   
 
WAM!NET Inc. • Bloomington, Minnesota 
DIRECTOR, NORTH AMERICAN OPERATIONS       1998−1999 
Responsible for overall delivery and support of services to North American customers as well as results 
of international operations centers.   
 
SENIOR MANAGER, PRODUCT INTEGRATION      1997−1998 
 
MANAGER, PROJECT MANAGEMENT       1997 
Comdisco Network Services • Minnetonka, Minnesota 
 
PROJECT MANAGER         1996−1997 
Minnesota Mutual Life • St. Paul, Minnesota 
 
MARKETING REPRESENTATIVE        1989−1996 
Travelled nationally to deliver marketing training to finance institution staff. Responsible for overall 
market penetration and delivery of most current tools and resources.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
Marquette University, Milwaukee, WI 
BS, Business, Concentrations in Marketing and Human Resources, 05/1989 
Honors Certification, Minor in Political Science 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Holly Mann 
Director, Process Improvement, Pearson VUE 
Phone: 952-905-7144; Email: holly.mann@pearson.com 
 
Andrew Marr, Director 
Test Administration, Pearson VUE 
Phone: 248-427-1056; Email: andrew.marr@pearson.com 
 
Katie Sandlin 
Regional HR Consultant, McDonald's USA, LLC 
Phone: 612-222-6159; Email: katie.sandlin@us.mcd.com 







Revised:  09-25-13 Resume Form Page 53 of 60 


PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Michael R. Nealis 
Key Personnel: 


(Yes/No) 
No 


Individual’s Title: Chief Information Security and Data Privacy Officer 


# of Years in Classification: 8 # of Years with Firm: 12 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As chief information security and data privacy officer, Mr. Nealis is responsible for setting the global 
strategy and direction for Pearson VUE’s security and data-protection initiatives, including testing 
channel, business operations, and system infrastructure with a focus on data access and data privacy. 
He oversees a global team that focuses on protecting intellectual and private data, managing global 
identity, providing a controlled testing environment, and delivering forensic services. Mr. Nealis’s team 
also analyzes and drives continuous improvement in security and efficiency for current business policies, 
procedures, and processes. Mr. Nealis has 19 years of experience in information systems and data 
management. He previously served as Pearson VUE’s chief enterprise architect and was responsible for 
setting the vision and strategy for the enterprise systems architecture. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Chicago, Illinois 
CHIEF INFORMATION SECURITY AND DATA PRIVACY OFFICER   2008−Pres. 
Determines and carries out the global strategy and direction of security and data protection at 
Pearson VUE.   
 
CHIEF ENTERPRISE ARCHITECT        2006−2007 
Set the vision and strategy for the enterprise systems architecture. Led the effort to reduce total 
corporate reports by implementing a next-generation data architecture framework.  
DIRECTOR, SOFTWARE DEVELOPMENT       2004−2006 
Redesigned and implemented enterprise-wide data analysis and reporting services.  
 
Innemation Inc. • Chicago, Illinois 
TECHNICAL PROJECT MANAGER        2002−2004 
Responsible for pre- and post-sales strategy, presentations, and hands-on technical project management 
of large-scale system implementations.  
 
Minnesota Department of Education • Roseville, Minnesota 
TECHNICAL PROJECT MANAGER        2003 
Oversaw technical projects for the No Child Left Behind legislation. Served as a direct project liaison to 
the Commissioner and executive staff. Facilitated business requirements-gathering sessions. Defined 
and documented business rules.  
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The Joint Commission • Oakbrook Terrace, Illinois 
PROJECT MANAGER, TECHNICAL ARCHITECT      2003 
Led business process and requirements-gathering workshops to create an enterprise reporting and 
analysis system implementation strategy. Designed and implemented Crystal Enterprise and Microsoft 
Sharepoint architecture, integrated a system with Active Directory security, and assisted in security 
model design.  
 
Kraft Foods North America • Northfield, Illinois 
PROJECT MANAGER, TECHNICAL SYSTEM AND BUSINESS ARCHITECT  2002 
Worked closely with Crystal Sales to facilitate continued enterprise contract negotiations, sales strategy, 
custom client proposals, and creation of SOW documentation. Created and implemented a strategic 
enterprise reporting business vision and strategy and an end-user web-based training session via 
Symposium tool.   
 
Aon Corporation • Chicago, Illinois 
SENIOR BUSINESS SYSTEMS ANALYST AND PROJECT MANAGER   2001−2002 
Designed, developed, and implemented the Forecast and Budgeting Reporting and Analysis Module. 
Designed and managed all environment architecture, and coordinated and directed activities with the IT 
support team to manage database configuration and script development through DBA resources.  
 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 
 
University of Wisconsin, Madison, WI 
BBA, Marketing, BBA, Management, 05/1997 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Michael Fogelberg 
VP, Information Technology, Pearson VUE 
Phone: 952-681-3325; Email: michael.fogelberg@pearson.com 
 
Raymond Murray 
VP, Business Development, Pearson VUE 
Phone: 952-681-3685; Email: raymond.murray@pearson.com 
 
Corey Hoesley 
SVP, Global Operations, Pearson VUE 
Phone: 952-681-3740; Email: corey.hoesley@pearson.com  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: Pearson VUE, a business of NCS Pearson, Inc. 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor: X Subcontractor:  
 


The following information requested pertains to the individual being proposed for this project. 


Name: Sydney L. Machat, CCIM, MBA 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Consultant, Business Development 


# of Years in Classification: 7 # of Years with Firm: 7 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


 
As a consultant to Pearson VUE’s business development department, Mr. Machat contributes his 
professional expertise in a variety of integral tasks. His responsibilities include participating as a subject 
matter expert (SME) for the development and maintenance of real estate testing content, attending 
industry conferences, and working with business development and program staff on initiatives and 
enhancements. 
 
Mr. Machat is a veteran commercial real estate broker and small town practitioner. He earned an MBA 
degree in real estate and business management from American University in Washington, DC, and an 
AB degree from Dickinson College in Carlisle, Pennsylvania. He also served as chair and was a member 
of the State of Maryland Real Estate Commission for 13 years. Mr. Machat is a Member Emeritus and 
2008 past president of the Association of Real Estate License Law Officials (ARELLO®). He holds the 
elite CCIM commercial-investment professional designation, which is granted by the CCIM Institute, a 
commercial affiliate of the National Association of Realtors. 
 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 
 
Pearson VUE • Bala Cynwyd, Pennsylvania 
CONSULTANT, BUSINESS DEVELOPMENT      2009−Pres. 
Serves as an SME for the development and maintenance of real estate examinations. Works with 
internal teams on program initiatives and enhancements.  
 
Prudential Bowen Realty • Hagerstown, Maryland 
ASSOCIATE BROKER         2014−Pres.  
 
Sperry Van Ness – Miller Commercial Real Estate • Salisbury, Maryland 
SENIOR ADVISOR          2012−Pres. 
  
Sole Proprietor • Keedysville, Maryland 
REAL ESTATE BROKER         1969−Pres. 
Serves as a real estate broker for markets in Maryland, West Virginia, and Pennsylvania.  
 
Long & Foster • Fairfax, Virginia 
DIRECTOR, COMMERCIAL PROPERTY NETWORK     1991−2006 
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EDUCATION 


Information required should include: institution name, city, state,  
degree and/or Achievement and date completed/received. 


 
American University, Washington, DC 
MBA, Real Estate and Business Administration 
 
Dickinson College, City, state  
AB, Political Science 
 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
CCIM, Commercial-Investment Professional Designation 
Broker/Associate Broker, MD, PA, WV 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
Ronald Sulchek,  
CPA, Sulchek & Moore, Principal 
Phone: 301-733-1200; Phone: rsulchek@sulchek.com  
 
Jeffrey Gordon,  
Esq., Commercial real estate investment firm 
Phone: 301-365-7177; Email: jbgordonesq.@aol.com 
 
Dean Boggs,  
Loan Officer, Mid-Atlantic Farm Credit, Branch Manager 
Phone: 301-797-5151; Email: dboggs@mafc.com 
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: MorphoTrust USA LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor:  Subcontractor: X 
 


The following information requested pertains to the individual being proposed for this project. 


Name: Casey Mayfield 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Senior Director Program Manager 


# of Years in Classification: 10 # of Years with Firm: 19 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


Ms. Mayfield has almost 20 years of business management and human resources experience, 16 of 
which have been with the development, deployment, and operation of fingerprinting networks and 
associated infrastructure. She has extensive supervisory and training experience and has been 
instrumental in establishing effective policies and procedures for the operation of each area under her 
responsibility. Her organizational ability and willingness to delegate efficiently enable her to successfully 
manage multiple areas of responsibility. 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 


MorphoTrust             


SENIOR DIRECTOR, ENROLLMENT CENTER OPERATIONS    (2006-Present) 
Ms. Mayfield is responsible for the operation of more than 1,200 Enrollment Centers throughout the US 
and in five US Territories; this includes more than 180 employees and 700 subcontractors. Under her 
leadership, more than 2.5 million people are processed annually in support of approximately 25 federal 
and state contracts. 


Her team has contact with more than 7,000 applicants each day and they routinely exceed customer 
service and other program requirements in each program they support. Ms. Mayfield provides high-level 
support for program managers and the information technology and business services groups to make 
certain programs are meeting customer expectations and all necessary company resources are 
appropriately allocated to meet contract requirements.  


She has been instrumental in the establishment of all major statewide fingerprinting networks operated 
by MorphoTrust and has been involved in the implementation, system integration, and operations 
process at every level, from developing implementation plans and managing the implementation to 
consulting with agencies and hiring and training staff. Her collaborative skills bring together all areas 
needed for the implementation and ongoing operations of a statewide network in a way that delivers a 
well-rounded, smooth operating system. 


Previous to her current assignment, Ms. Mayfield oversaw the customer service center (CSC) 
department, including the call centers and web scheduling modules for all programs and the technical 
and physical infrastructure supporting the CSC, including the telephone switching system, equipment, 
and physical security. In addition, she oversees the operations of the card scan department. She directed 
the continued development of training programs that ensured MorphoTrust staff was able to maintain 
their exceptionally high technical and customer service levels. 







Revised:  09-25-13 Resume Form Page 58 of 60 


      


DIRECTOR OF OPERATIONS        (1996-2006)  
During her tenure at IIS, Ms. Mayfield managed appointment scheduling call centers and Live Scan 
supervisors for SAFNs in California, New Jersey, Michigan, Missouri, Tennessee, Texas and Illinois. In 
this role, Ms. Mayfield ensured that infrastructure elements such as telecommunication and facility 
resources and personnel were in place, trained, and functioning well. Ms. Mayfield was also actively 
involved in the implementation and setup of SAFN fingerprinting centers. She developed an allocation 
plan development model that proved invaluable in identifying in-state structures for each SAFN. 


As the human resources manager, she was able to implement and enforce personnel policies and 
procedures that supported IIS’ commitment to customer service. She has been responsible for providing 
internal promotion opportunities and development and supervisory training for existing staff. In addition, 
Ms. Mayfield managed the card scan department since its inception, overseeing the department as it 
grew to include the processing of over 100,000 fingerprint cards annually. 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 


University of Illinois at Springfield, BA in Criminal Justice 


Lincoln Land Community College, AAS in Law Enforcement 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


 
N/A 
 


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
John Olson, Principal Proposal Manager 
MorphoTrust 
Phone: (952) 945-3307; Email: jolson@MorphoTrust.com  
 
Chris Brown, Vice President Strategy, Identity Services 
MorphoTrust 
Phone: (217) 547-2109; Mobile: (217) 414-7652; Email: Chris.Brown@MorphoTrust.com  
 
Erik Wolle, Senior Director Technology Solutions 
MorphoTrust 
Phone: (217) 547-2229; Mobile: (217) 741-2573; Fax: (217) 793-0141; Email: 
erikwolle@MorphoTrust.com  
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PROPOSED STAFF RESUME FOR RFP 3253 
A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff. 


 


Company Name Submitting Proposal: MorphoTrust USA LLC 


 
Check the appropriate box as to whether the proposed individual is 


 prime contractor staff or subcontractor staff. 


Contractor:  Subcontractor: X 
 


The following information requested pertains to the individual being proposed for this project. 


Name: Candy Copelin 
Key Personnel: 


(Yes/No) 
Yes 


Individual’s Title: Senior Director Program Manager 


# of Years in Classification: 10 # of Years with Firm: 18 
 


BRIEF SUMMARY OF PROFESSIONAL EXPERIENCE 
Information should include a brief summary of the proposed individual’s professional experience. 


Ms. Copelin has focused on the operation of electronic fingerprinting networks for nearly 20 years. She 
has undertaken increasingly responsible roles and has deep experience in all areas of the business’ 
customer service effort, including those services provided to individual applicants, user agencies and 
contracting agencies. Her ability to organize and direct complex operations has resulted in numerous 
program improvements in all of the programs in which she has been directly and indirectly involved. 


RELEVANT EXPERIENCE 
Information required should include:  timeframe, company name, company location, position title held during 


the term of the contract/project and details of contract/project. 


MorphoTrust USA  


SENIOR DIRECTOR, PROGRAM MANAGEMENT      (2011-Present) 
As program manager for the central US region, Ms. Copelin is responsible for overall operation of state 
and commercial programs in Michigan, Illinois, Indiana, Nevada, and Tennessee. Her team of 
approximately 100 regional managers, regional supervisors and enrollment agents provide service to 
more than 300,000 applicants at approximately 225 Enrollment Centers and special print sessions each 
month. Her team manages two major diversity subcontractors and more than 80 smaller subcontractors 
who provide program support.  


She acts as the primary point of contact for contracting and other state agencies. In that role, she 
provides coordination with MorphoTrust departments to assist with operational and technical issues 
raised by these agencies. She is responsible for making certain that programs operate efficiently, 
meeting customer service goals within budget. 


REGIONAL DIRECTOR, ENROLLMENT CENTER OPERATIONS    (2007-2011)  
In coordination with the respective program managers, Ms. Copelin was responsible for the daily 
operation of Enrollment Centers throughout her region, ensuring that all internal and external SLAs 
(Service Level Agreements) were met. Other duties included: 


Managed more than 100 staff and more than 200 Enrollment Centers 
Daily POC for state agencies and state police entities 
Monitored utilization reports and adjusted location schedules as needed 
Researched problem records for various state programs 
Researched applicant and agency inquiries 
Secured new Enrollment Centers 
Arranged onsite special print sessions for various State Programs 
Assisted state agencies in establishing billing/invoice accounts 
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Assisted state police entities within various state programs to implement new fingerprint reasons  
Prepared DSP update/edit requests from various state agencies for our internal IT support 


department 


OPERATIONS MANAGER          (2002-2007) 
As an operations manager, Ms. Copelin managed more than 60 enrollment agents throughout the states 
for which she was responsible. In addition, she managed the following responsibilities: 


Responsible for up to 60 enrollment agents over various state programs 
Monitored utilization reports and adjusted location schedules as needed 
Researched problem records for various state programs 
Researched applicant and agency inquiries 
Daily POC for state agencies and state police entities 
Secured new Enrollment Centers 
Arranged onsite special print sessions for various state programs 
Assisted state agencies in establishing billing/invoice accounts 


CALL CENTER SUPERVISOR         (1997-2002) 
Ms. Copelin was responsible for a customer service center with 30 customer service representatives 
reporting to her. She was responsible for processing schedule changes in the appointment scheduling 
system, producing monthly location utilization reports, processing all faxed appointment requests, 
reconciling site completion schedules, and researching problem records. 


EDUCATION 
Information required should include: institution name, city, state,  


degree and/or Achievement and date completed/received. 


Lincoln Land Community College 


CERTIFICATIONS 
Information required should include: type of certification and date completed/received. 


Live-scan Certification – Indiana State Police, Illinois State Police, Illinois Department of Financial and 
Professional Regulations, Missouri State Highway Patrol  


REFERENCES 
A minimum of three (3) references are required, including name, title, organization, phone number, fax number 


and email address.   
 
John Olson, Principal Proposal Manager 
MorphoTrust 
Phone: (952) 945-3307 Email: jolson@MorphoTrust.com  
 
Chris Brown, VP Strategy, Identity Services 
MorphoTrust 
Phone: (217) 547-2109; Mobile: (217) 414-7652; Email: Chris.Brown@MorphoTrust.com  
 
Erik Wolle, Senior Director Technology Solutions 
MorphoTrust 
Phone: (217) 547-2229: Mobile: (217) 741-2573; Fax: (217) 793-0141; Email: 
erikwolle@MorphoTrust.com  
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Tab IX – Other Informational Material 


Vendors must include any other applicable reference material in this section clearly cross referenced with the proposal. 


Pearson VUE has included the following informational material previously referenced within 


our proposal. 


Appendix A – 2013 National Real Estate Job Analysis Technical Report 


Appendix B – ARELLO Status Letter 


Appendix C – AQB Status Letter 


Appendix D – Preliminary Project Plan 


Appendix E – Sample Candidate Satisfaction Survey Report 


Appendix F –Item Writing Guide 


Appendix G – Sample Item Analysis Report 


Appendix H – Web Scheduling Screen Flows 


Appendix I – Pearson VUE Company‐Owned Test Center Policies and Procedures Guide – Table 


of Contents 


Appendix J –Pearson VUE Authorized Test Center Policies and Procedures Guide – Table of 


Contents  


Appendix K – Candidate Rules Agreement 


Appendix L – Sample Score Reports 


Appendix M – Sample Candidate Brochure 


Appendix N – Sample Program Reports 


Appendix O – Requirements Definition Document – Table of Contents 


Appendix P – Client Reference Letter 
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Tab I – Title Page 
 


Part II – Cost Proposal 


RFP Title:  Professional Examination Services 


RFP:  3253 


Vendor Name:  Pearson VUE, a business of NCS Pearson, Inc. 


Address:  3 Bala Plaza West, Suite 300, Bala Cynwyd, PA 19004 


Opening Date:  5/12/16 


Opening Time:  2:00 PM 
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Tab II – Cost Proposal 
Pearson VUE is pleased to present a competitive cost proposal, which addresses the full range of the 


Division’s requirements as set forth in the RFP.  


As required, our proposed pricing will remain valid for a period of 180 days from the due date of the 


proposal. The unit cost per examination covers all costs associated with the test development and 


administration services described in our proposal. There are no hidden or extra fees for other services.  


We understand that the Division will remit the agreed‐upon testing services fees to Pearson VUE in the 


subsequent month exam fees were collected and remitted to the Division or Pearson VUE may deduct its 


testing services fees from the exam fees collected before remitting the balance to the Division.   


Pearson VUE will also remit a detailed invoice for the fees associated with credit card or e‐check 


transactions and will be reimbursed those fees for the State’s portion of the examination fees. 


The proposed fees listed below represent the per‐exam fees that the Division will pay to Pearson VUE. 


The fees do not include the portion retained by the Division; the Division will determine the final 


examination fees that are collected from the candidates.   


Examination Fees 
 


Exam Name Proposed Fee  


Salesperson (Combo) $49 


Salesperson (National) $49 


Salesperson (State) $49 


Broker (Combo) $49 


Broker (National) $49 


Broker (State) $49 


Property Manager $49 


Business Broker $49 







 


 


 


Pearson VUE Proposal Response to RFP 3253 – Cost Proposal    Page 4 


Professional Examination Services        May 12, 2016 


Exam Name Proposed Fee  


Timeshare Sales Agent $49 


Community Manager $49 


Master Inspector of Structures $49 


General Inspector of Structures $49 


Residential Inspector of Structures $49 


Certified Residential Appraiser (AQB) $49 


Certified General Appraiser (AQB) $49 


Licensed Residential Appraiser (AQB) $49 


Fingerprinting Fee 
 


Fingerprinting Proposed Fee 


Fingerprinting Fee $20 
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Tab III – Attachment H, Cost Proposal Certification 
of Compliance with Terms and Conditions of RFP 
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TAB I – TITLE PAGE 
 
 


Part II – Cost Proposal 
RFP Title: Professional Examination Services 
RFP: 3253 
Vendor Name: PSI Services LLC 
Address: 2950 N. Hollywood Way, Suite 200 


Burbank, CA  91505 
Proposal Opening Date: 5/12/16 
Proposal Opening Time: 2:00 PM 


 
  







Part II – Cost Proposal to the State of Nevada for Professional Examination Services 
In Response to RFP 3253 
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TAB II – COST PROPOSAL 
 


5.1 Cost per Exam 
Vendors must provide a cost per exam including type listed in the scope of work. Separately itemize any additional 
costs, including but not limited to credit card charges, job analysis, and State exam development and reviews, or 
item writing sessions. 
 
PSI's proposed price per examination registration is $55.00*. PSI will continue to collect and hand over 
to the State the total candidate fee per registration, and will invoice the State for $55.00* per exam 
registration on a monthly basis. 
  
PSI's proposed cost for fingerprinting is $58.25, which includes the State processing fee of $38.25, as 
well as PSI's processing fee of $20.00.  
  
PSI will not charge for duplicate scores or hand scoring. 
 
*PSI will invoice the State for credit card fees monthly – this is currently 2.5%, but in order to reduce 
costs to the State, PSI will decrease the amount invoiced to 2.0% in the new contract period, subject to 
adjustments. This will result in approximately $2,500 in savings to the State per year. 
 


5.2 Fixed Price Costs for Project Management 
Vendor must provide detailed fixed price costs, including out-of-pocket expenses, for all costs associated with the 
project manager/ management team responsibilities and related services. Clearly specify the nature of expenses 
anticipated and the amount of each category for out-of-pocket expenses. 
 
There are no additional costs associated with project management. 
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~ELLO· 
November 20,2013 


Mr. John Weiner 
EVP and Chief Science Officer 
PSI Services LLC 


Association of Real Estate License Law Officials 


2950 Hollywood Way, Suite 200 
Burbank, CA 91505 


Dear Mr. Weiner: 


I am pleased to advise you that after careful consideration of the application materials and 
information furnished in support thereof, the ARELLO Examination Accreditation Committee 
(EAC) has approved the re-accreditation of PSI Services LLC (PSI) real estate license 
examination program. 


The re-accreditation is granted for the five-year period October 1, 2013 through September 30, 2018. 
Attached to this letter are the comments and recommendations. Please respond to the EAC by January 
31,2014 as to your actions with regard to the comments of the EAC regarding specific items on 
the sample examinations. 


The fact thal PSI's real estate license examination program has been re-accredited will be the only 
information thal is disseminated or publicly acknowledged by the EAC or ARELLO. Any comments, 
recommendations or conditions issued in connection with the re-accreditation are strictly confidential. 


The EAC thanks PSI for its continuing participation in the ARELLO Examination 
Accreditation Program and its commitment to quality real estate license examinations. 


Sincerely, 


!iJd(JI//~ 
Ward Weller 
303-906-1912 
Program Administrator 


ARELLO® Examination Accreditation Program 
"Promoting Global Regulatory Excellence" and "Ensuring Standards in Exam Development" 


cc: Nedka Dineva, EAC Chair; Susan Gilpin, ARELLO CEO 








 


 
 


 
January 1, 2013 
 
Tadas G. Dabsys 
PSI 
2950 N. Hollywood Way 
Suite 20 
Burbank, CA 91505 
 
Dear Mr. Dabsys: 
 
We are pleased to inform you that the AQB has approved PSI to be an administrator for the 
National Uniform Licensing and Certification Appraiser examinations, effective January 1, 2013. 
 
We look forward to partnering with PSI in providing high quality, positive examination 
experiences for real property appraiser candidates. 
 
Sincerely, 


 
Wayne R. Miller 
Chair, Appraiser Qualifications Board 


 





