
L1q@ttJktml JL4arga1I3t4

_, A

" a?", 

... _



2014 Report on Customer Service 
BY 

THE TEXAS BOARD OF PROFESSIONAL GEOSCIENTISTS

I 
I 
I 
I 
I 
I 
I 
I 
I 
I2



FEBSS1 

CONTENTS 

External Customers Served 5 

Methods of Information Gathering 6 

Performance Measures Related to Customer Service Standards 6 

Types of Customers Surveyed 8 

Tabulation 9 

Graphs 11 

Comparison of Results 23 

Assessment 25 

Appendix A: Survey Questions 27 

Appendix B: Survey Comments 29 

3



2014 Report on Customer Service

I 
I

4



Texas Board of Professional Geoscientists 
2014 Report on Customer Service 

External Customers Served 

The Texas Board of Professional Geoscientists (TBPG) is responsible for protecting 
public health, safety, welfare and the state's natural resources by ensuring that only 
qualified persons carry out the public practice of geoscience. As such, TBPG licenses 
Professional Geoscientists in three disciplines: Geology, Geophysics, and Soil Science.  
The Professional Geoscientist (P.G.) licensing process ensures the public that 
individuals who are licensed have met defined levels of education and experience.  
Professional Geoscientists are expected to practice according to a Code of 
Professional Conduct, as defined in TBPG rules. In addition to licensing Professional 
Geoscientists, TBPG registers Geoscience Firms and certifies Geoscientists-in-Training.  
TBPG regulates the public practice of geoscience through its enforcement program, 
and provides information and outreach to the public.  

The Texas Board of Professional Geoscientists identifies as its external customers all 
licensed Professional Geoscientists, Registered Geoscience Firms, and Geoscientists
in-Training, in addition to other TBPG stakeholders, which may include environmental 
professionals, business owners, governmental agencies, academic institutions, 
complainants, consumer advocates, and citizens of the State of Texas.  

Current Number of Licensed Professional Geoscientists: 4,632 

Current Number of Registered Geoscience Firms: 369 

Current Number of Geoscientists-in-Training: 51 

Other Stakeholders/ Unlicensed Entities: 2,513 

Total Identifiable External Customers: 7,565 
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Methods of Information Gathering 

Survey Methods. TBPG's Online Customer Service Survey was initially established in 
2004 and has been accessible from the TBPG website since its inception. It was 
designed to measure the effectiveness of TBPG's customer service, including the 
efficiency of staff response times, ease of the complaint process, website content and 
ease of use, knowledge and accessibility of staff, courteousness of staff, office location 
and accessibility, and examination issues. Results of the previous survey were compiled 
in the 2012 Report on Customer Service. Survey areas and protocols remain unchanged 
to facilitate comparison with previous survey results.  

For the 2014 Report on Customer Service, a survey invitation was sent out by e-mail 
on April 22, 2014 to 7565 individuals who are either regulated by the TBPG, or who 
have subscribed to TBPG's e-mail distribution list and have expressed an interest in 
TBPG activities. From the 7565 survey invitations that were distributed, a total of 476 
surveys were completed and received by May 2, 2014. The results of these surveys 
have been compiled in the following analysis. Survey questions are included in 
Appendix A.  

Rate of Response. The total number of customers who participated in the survey was 
476. Out of a total of 7565 e-mails that were sent to TBPG's external customers 
regarding the survey, 476 participated for a response rate of 6.3%. For accuracy 
purposes, the tabulations do not include responses which indicated no knowledge of 
the criteria (N/A), or those that did not answer the question.  

Performance Measures Related to Customer Service Standards 

Outcome Measures 
* 93% of customers surveyed expressed overall satisfaction with the services received 

from TBPG 
* 29% of customers surveyed offered comments and/or identified ways to improve 

TBPG service delivery (Appendix B) 

Efficiency Measures 
* Costs related to the initial development of the Customer Service Survey were 

incurred in 2005. These costs were related to development of the survey and 
making the survey accessible to customers from the agency's website. The survey 
has been minimally revised to include additional areas of service; no additional 
costs have been incurred.  

Explanatory Measures 
" Number of Customers Identified: 7565 

" Number of Customer Groups Inventoried: 4 
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Survey Findings

* 93% of responders rated favorably the telephone assistance they received 
* 90% viewed favorably the quality of TBPG written materials 
" 93% rated the accuracy of written materials positively 
* 91% viewed favorably TBPG response time to e-mail 
* 95% viewed TBPG response accuracy to e-mail positively 
* 87% viewed the waiting time by letter favorably 
* 90% rated favorably the quarterly update e-mails from the Executive Director 
* 79% rated positively the ease of filing a complaint 
* 72% viewed the timeliness of TBPG response to a complaint positively 
* 75% viewed favorably TBPG documentation accuracy 
* 82% viewed positively the options for filing a complaint regarding TBPG services 
* 77% believe that TBPG would address a complaint in a reasonable manner 
* 79% viewed the TBPG website as user-friendly 
* 94% rated positively the accuracy of the information on the TBPG website 
* 85% viewed the information on the TBPG website as being helpful 
* 89% rated the online public license search feature on the website favorably 
* 78% viewed favorably the updated ethics video and quiz 
* 95% viewed TBPG staff as knowledgeable 
* 94% rated the staff as accessible 

* 96% rated the staff as courteous 

* 97% rated the staff as identifiable 
* 96% viewed favorably the responsiveness of the contact person 
* 93% rated TBPG's overall customer service positively 
* 86% viewed the office facility as accessible during reasonable hours 
* 67% rated the office location positively 
* 82% viewed the office signs positively 
* 84% viewed the examination sites as accessible 
* 71% viewed the examination locations positively 
* 67% viewed examination frequency favorably 
* 86% viewed positively the online renewal process 
* 90% viewed favorably the online licensee profile page 
* 92% rated favorably the ability to specify practice areas online 
* 89% rated favorably the display of disciplinary actions online 
* 77% positively rated the online continuing education activity log 
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Customer Service Survey - Types of Customers Surveyed

Respondents 

Type of Customer 

P.G. - Geology 

P.G. - Geophysics 

P.G. - Soil Science 

Geoscience Firms 

Geoscientists-in-Training 

Not licensed 

Total Responses

Response Numbers 

378 

63 

23 

0 

5 

7 

476

Percentages 

79% 

13% 

5% 

0% 

1% 

2% 

100%

8 ! 

8



Customer Service Survey - Tabulation

Survey Question

Telephone assistance 

Quality of written 
materials 

Accuracy of written 
materials 

Response time to e-mail 

Response accuracy to e
mail 

Waiting time by letter 

Quarterly e-mails from 
Executive Director 

Ease of filing complaint 

Timeliness of response to 
complaint 

Documentation accuracy 

Options for filing a 
complaint 

TBPG would address 
complaints in a 
reasonable manner 

Website user-friendly 

Accuracy of information 
on website 

Information on website is 
helpful 

Online public license 
search feature 

Recently updated ethics 
video and quiz 

Staff knowledgeable 

Staff accessible 

Staff courteous 

Staff identifiable 

Responsiveness of 
contact person

U

Response Numbers 
Excellent Good

138 

121

110 

225

Total Responses Response Percentages
Fair Poor Total Excellent Good

14 

30

5 267 52% 

7 383 31%

138 217 20 5 380 36%

121 

116 

56 

162 

12 

9 

9 

14

106 

113 

92 

209 

18 

17 

21 

31

18 

8 

21 

35 

' 6 

7

t 8 

5

2 

5

250 

243 

171 

413 

' 38 

36 

4 40 

55

48% 

48% 

33% 

39% 

32% 

25% 

23% 

26%

12 20 6 4 42 29%

118 

168

244 

251

75 

24

20 

4

457 

447

26% 

38%

145 242 57 10 454 32% 

121 148 30 4 303 40% 

106 128 45 20 299 35%

185 

165 

218 

190 

183

144 

151 

105 

117 

138

14 

20 

11 

. 9 

9

4 

2 

3 

1 

4

347 

338 

337 

317 

334

53% 

49% 

65% 

60% 

55%

Fair Poor

2% 

2%

41% 5% 

59% 8%

57% 6% 1%

43% 7% 

47% 3% 

54% 12% 

51% 8% 

47% 16% 

47% 20%

2% 

2% 

1% 

2% 

5% 

8%

52% 20% 5% 

56% 9% 9% 

48% 14% 9% 

53% 17% 4% 

56% 5% 1% 

53% 13% 2% 

49% 10% 1% 

43% 15% 7%

42% 

45% 

31% 

37% 

41%

4% 

6% 

3% 

3% 

3%

1% 

0% 

1% 

0% 

1%

9



Survey Question Response Numbers Total Responses Response Percentages

Overall customer service 

Office facility accessible 

Office location convenient 

Signs at office facility 

Examination sites 
accessible 

Examination locations 

Examination frequency 

Online renewal process 

Licensee profile page 

Ability to specify practice 
areas 

Display of disciplinary 
actions 

Online continuing 
education activity log

Excellent Good Fair Poor Total Excellent Good Fair Poor
174 145 17 

45 48 11 

22 24 16 

17 25 7 

14 27 7

11 

9 

216 

151 

134

23 

30 

179 

228 

234

10 

11 

44 

32 

29

7 343 51% 

4 108 42% 

7 69 32% 

2 51 33% 

1 49 29%

4 48 

8 58 

23 462 

7 418 

5 402

23% 

15% 

47% 

36% 

34%

89 159 26 4 278 32% 

95 196 65 22 378 25%

42% 

44% 

35% 

49% 

55% 

48% 

52% 

39% 

54% 

58%

5% 

10% 

23% 

14% 

14% 

21% 

19% 

9% 

8% 

7%

2% 

4% 

10% 

4% 

2% 

8% 

14% 

5% 

2% 

1%

*"Total Responses" exclude those responders with no knowledge of the criteria (N/A), or those that did not answer the question.
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Customer Service Survey - Graphs

Communications, Timeliness, and Printed Materials
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Communications, Timeliness, and Printed Materials, continued
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Communications, Timeliness, and Printed Materials, continued

Complaint Handling Process
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Complaint Handling Process, continued
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TBPG Website Content and Ease of Use
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TBPG Website Content and Ease of Use, continued

Staff Information
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Staff Information, continued

17



I 
IStaff Information, continued

Office Facility
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Office Facility, continued

Examination Sites
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Examination Sites, continued
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TBPG Online Account, continued
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TBPG Online Account, continued
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Customer Service Survey -Comparison of Results

Staff and Communication

Telephone assistance (rated as Excellent or Good) 94% 93% -1% 

Quality of written materials (rated as Excellent or Good) 91% 90% -1% 

Accuracy of written materials (rated as Excellent or Good) 92% 93% 1% 

Response time to e-mails (rated as Excellent or Good) 89% 91% 2% 

Response accuracy to e-mails (rated as Excellent or Good) 94% 95% 1% 

Waiting time by letter (rated as Excellent or Good) 84% 87% 3% 

Quarterly Update e-mails from the Executive Director (rated as 
Excellent or Good) 

Complaint Handling Process 

Ease of filing a complaint (rated as Excellent or Good) 94% 79% -15% 

Timeliness of response to a complaint (rated as Excellent or Good) 88% 72% -16% 

Documentation accuracy (rated as Excellent or Good) 83% 75% -8% 

Options for filing a complaint regarding services at TBPG 67% 82% 15% 

Belief that TBPG would address the complaint in a reasonable manner 85% 77% -8% 

TBPG Website 

Website user-friendly (rated as Excellent or Good) 90% 79% -11% 

Accuracy of information on website (rated as Excellent or Good) N/A 94% N/A 

Information on website is helpful N/A 85% N/A 

Online public license search feature 91% 89% -2% 

Recently updated ethics video and quiz N/A 78% N/A 
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Survey Results: Comparison with 2012 Responses 2012 2 4 Change % 

Staff 

TBPG staff are knowledgeable (rated as Excellent or Good) 96% 95% -1% 

Staff are accessible (rated as Excellent or Good) 90% 94% 4% 

Staff are courteous (rated as Excellent or Good) 97% 96% -1% 

Staff are identifiable (rated as Excellent or Good) 96% 97% 1% 

Responsiveness of contact person (rated as Excellent or Good) 89% 96% 7% 

Overall customer service 92% 93% 1% 

Office Facility 

Office facility is accessible during reasonable hours (rated as Excellent 80% 86% 6% 
or Good) 

Office location is convenient (rated as Excellent or Good) 80% 67% -13% 

Office signs (rated as Excellent or Good) 78% 82% 4% 

Examination Sites 

Examination sites are accessible (rated as Excellent or Good) 90% 84% -6% 

Examination location (rated as Excellent or Good) 85% 71% -14% 

Examination frequency (rated as Excellent or Good) 90% 67% -23% 

TBPG Online Account 

Online renewal process 80% 86% 6% 

Licensee profile page 85% 90% 5% 

Ability to specify practice areas online 85% 92% 7% 

Display of disciplinary actions online 83% 89% 6% 

Online Continuing Education Activity log N/A 77% N/A 

*All percentage numbers include responses in the affirmative: Responses of "Excellent" or "Good" were included in the 
percentages, but not those that were rated "Fair" or "Poor".  
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Customer Service Survey - Assessment

Analysis of Findings 

In evaluating the results of the survey, positive results were noted in several areas of 
customer service, including: 

* 95% viewed TBPG staff as knowledgeable; 
* 96% rated TBPG staff as courteous; 
* 94% rated favorably the accuracy of the information on the website; 
* 90% rated the online licensee profile page favorably; 
* 90% viewed favorably the quarterly update e-mails from the Executive Director; 
* 93% rated favorably the telephone assistance they received.  

The positive results in these areas illustrate TBPG's ongoing commitment to customer 
service excellence. The agency's Executive Director Charles Horton has thoroughly 
streamlined the agency and agency functions in recent years. TBPG has dramatically 
improved its online license renewal functionality since it upgraded its regulatory 
database in 2011. A new website was launched in December of 2013 to facilitate the 
accessibility of information online for the benefit of TBPG licensees and the general 
public. Additionally, since 2012, Director Horton has been utilizing mass e-mail 
communications to communicate regularly to all interested entities regarding TBPG 
meetings and Board activities. This is an effort to keep the licensees and the general 
public informed regarding Board activities and other pertinent information. TBPG is 
proud of its accomplishments in providing prompt, effective, and consistent customer 
service to individuals and entities it regulates, and is proud of the service it provides 
to the State of Texas and its citizens.  

Areas of positive change were also noted in the 2014 survey responses, including 
increases in the following categories: 

" Knowledge of the options for filing a complaint with TBPG, a 15% increase; 
" Responsiveness of the contact person at TBPG, a 7% increase; 
" The online renewal process, a 6% increase; and 
" Ability to specify practice areas online, an increase of 6%.  

TBPG has noted a need for improvement in the following areas: 

" Seventy-nine percent (79%) of those who responded regarding this issue 
indicated favorably the ease of filing a complaint regarding services at TBPG. This 
is a decrease of 15% from the 2012 responses for this item. Additionally, only 38 
individuals out of the 476 survey respondents answered this question, indicating 
that a large number of those who were surveyed do not know the ease of filing a 
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complaint at TBPG. More information will need to be made available on the 
agency website regarding filing a complaint regarding TBPG services. To this end, 
TPBG now provides a direct link on the agency website to better facilitate 
communication of complaints directly to TBPG's Executive Director regarding 
services at TBPG. Additionally, contact information for all agency staff and TBPG 
Board Members has been provided on the agency website to facilitate public 
access.  

" Seventy-two percent (72%) of survey respondents rated as excellent or good 
the timeliness of TBPG's response to a complaint. Although 72% is a positive 
percentage of individuals that viewed this item favorably, it is an actual decrease 
of 16% relative to the 2012 responses. Further, out of 476 survey respondents, 
only 36 had enough information to be able to answer the question. Four 
hundred thirty-four individuals selected "not applicable" or did not answer the 

question.  

* Seventy-nine percent (79%) of respondents favorably rated the website as 

being user-friendly. This is a decrease of 11% from the 2012 survey numbers, and 
it could be a result of a newly redesigned agency website which was deployed in 
December 2013. The new website was designed to be better organized, more 
user-friendly and efficient, but an agency review of the website may be necessary 
in order to make appropriate changes to the website to facilitate ease of use.  
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Appendix A

Customer Service Survey - Survey Questions 

The Texas Board of Professional Geoscientists (TBPG) strives to provide excellent 
customer service. We are interested in your opinions about how we are doing.  

I. I am currently licensed under: 

Geology 

Geophysics 

Soil Science 

Firm 

Geoscientist-in-Training 

I am not licensed 

II. Staff and Communication 

Please rate each aspect of our service using the following scale. A "Not 

Applicable" (N/A) response indicates that you have no experience with that 

particular aspect of our service. Please check the box that corresponds with your 

answer.  

Communication, Timeliness, and Printed Materials 
Excellent Good Fair Poor N/A 

Telephone assistance (e.g., time on hold, accuracy of response) 

Quality of written materials 

Accuracy of written materials 

Response time to electronic mail 

Response accuracy to electronic mail 

Waiting time by letter 

Quarterly Update e-mails from the Executive Director 

Complaint Handling Process Excellent Good Fair Poor N/A 

Ease of filing complaint 

Timeliness of response to complaint 

Documentation Accuracy 

Options for filing a complaint regarding services at TBPG 

TBPG would address complaints in a reasonable manner 
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TBPG Website Excellent 

User friendly 

Accuracy of information on web site 

Information on website is helpful 

New public license search feature 

Recently updated ethics video and quiz 

Staff Excellent 

Knowledgeable 

Accessible 

Courteous 

Identifiable (e.g. identify themselves on the phone) 

Responsiveness of contact person(s) 

Overall customer service

Office Facility 
Accessible 

Location 

Signs

Examination Sites 

Accessible 

Location 

Frequency

Excellent

Excellent

III. TBPG Online Account Excellent 

Renewal process 

Licensee profile page 

Ability to specify practice area(s) 

Display of disciplinary actions 

Online Continuing Education Activity log

Good Fair Poor N/A

Good Fair Poor N/A 

Good Fair Poor N/A 

Good Fair Poor N/A 

Good Fair Poor N/A

IV. Please comment on any other issues that would help us serve you better.  
Include an e-mail address if you would like to be contacted.

I 
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Appendix B

Out of 476 respondents, 138 of them, or 29%, offered comments or identified ways to 
improve TBPG service delivery. All comments received from survey respondents are 
included below.  

1) Overall, I think the Board is doing an excellent job protecting Geoscientists and the Public.  
2) The online activity log is very confusing in that it is not obvious as to how many credits have 

overlapped versus how many more credits I need per year. I would like the website to have tally 
somewhere, or something that shows where my standings are and how many more credits I 
need, etc.  

3) The Activity Log is a nice tool, but a little hard to use and save.  
4) Don't have much interaction with tbpg 
5) no issues 
6) none 
7) Have a nice day! 
8) Irene.Tucker 
9) I have no concerns or issues with the TBPG.  
10) n/a 

11) Thanks for your service.  
12) TBPG staff has always been very helpful. Thanks very much.  
13) Could not renew on website, could not download form to send renewal check by mail, website 

was not usable for renewal for at least 2 days, no one answered telephone when I called for 
assistance 

14) The Governor should appoint a geologist to run this board, not a psychologist. Horton has done 
a very poor job of representing Earth Scientists as Executive Director.  

15) I don't think I received a notice that my license renewal was upcoming. I had to pay a late fee. If 
I missed the renewal notice, I apologize, but I don't believe I did.  

16) Overall communications is not particularly good. I did not get a reminder to renew this year, and 
I heard the same from others. I wasn't aware of some of the features of the website until I read 
the survey 

17) Website was down and had trouble signing on. Renewal process cumbersome compared to my 
3 other state renewal websites. You should re-evaluate why online renewal needs to be so 
veritably cumbersome. You are sending e-mail to me, why can't you tailor the renewal process 
then? Are you afraid someone might pay my renewal by mistake? 

18) Way too expensive! 
19) Should provide information on continuing education course schedules from course providers 
20) Please try to make the online renewal process and easy and transparent as possible! 
21) The certification has turned into nothing but a union card in a right to work state. And ethics? 

How about starting with those on the board? 
22) No additional comments 
23) After several years of pain trying to keep up with the requirements to keep my professional 

license I surrendered the license. I am an educator. As such we work constantly with 
professional development and ethics and so much more but the license for us is not very useful 
when the continuing education requirements do not reflect our level of constant professional 
development since 99% of it does not apply toward the required CEU for continued licensure. I 
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have met other educators who dropped their license long before I did, I was hoping for more 
professional recognition which did not come. Thank you for your time and thank you for asking.  

24) I didn't know the ethics video was on the web page. Thnx 
25) I have posed a few questions or comments the TBPG that required a response but I received no 

feedback. The comments were regarding continuing education requirements and moving the 
date when I signed up for my license from the month I signed up to my birth month. It added 
lots of needless confusion to maintaining my license.  

26) The few times that I have emailed or called with questions, my issues have been handled quickly 
and professionally.  

27) The TBPG is doing a great job.  
28) Very progressive compared to the 6 other states I am licensed in. tks 
29) I see this as a tax which I have not seen any usefulness in.  
30) I called while the website was experiencing some glitches. Once explained that the problem was 

known and was in the process of being repaired, I was again at ease and satisfied. "Technology 
is wonderful .... WHEN it works". Regards, JAL 

31) More e-mails that pertain to my profession. Geology 
32) Sometimes regs just aren't clear (i.e. sealing, continuing ed and boundary between P.E. and P.G.) 

their organization isn't logical. For instance, why is 851.156 Professional Geoscientist's Seal 
under Subchapter D. Compliance and Enforcement? How about a subchapter on standards and 
practices? Too much emphasis and detail on enforcement. Seems too punitive. Could some of it 
be consolidated? Look at 30 TAC 30 - Occupational Licenses and Registrations (TCEQ). We have 
to deal with lot of different types of licensing http://www.tceq.texas.gov/rules/indxpdf.html 

33) I can't be more helpful because I am working outside of the USA during the last 8 years. But it is 
important to keep my license active so people or companies could grasp about standard, values 
and knowledge as well.  

34) The website related to renewals is down quite often.  
35) You are not doing very well actually getting renewal notices to people even after they send in 

change of address to you. I'd rank you below poor if I could on that point. Ijust happen to 
remember that my registration renewal was due since I received NOTHING from you guys. Then 
I had a tough time proving it was an expense because the receipt that prints doesn't say what 
the fee was for or anything on it. Your receipt is worthless when I have to submit it to get 
reimbursed by the company I work for.  

36) It took me an inordinate amount of time to make sure my renewal got handled properly due to 
an incorrect email. I had to do more work than expected for something I was paying for.  

37) The board has had opportunities to address licensed geologist who no longer practice or use I 
their stamps, although still want to remain licensed. The requirements and fees should be 
reduced to allow these licensed professionals to remain in the system. I hope this matter will be 
revisited and approved in the future. This applies to geologists who have relocated outside the I 
state and those who work for government agencies and do not use their stamps and want to 
keep their license.  

38) The online CEU log is a bit confusing on how to save and then return. It's easy to lose data if I 
you don't know to "submit" first. Also, it would be nice if the data were entered into a 
spreadsheet or database that could be sorted by date or that could calculate hours taken, 
carried over to next year, etc.  

39) Ethics video is just boring and we need different options to fulfill ethics requirement, please! 
40) Very satisfied with tbpg. Thanks, Peter G. Kahn, Statoil 
41) All responses marked as "NA" refer to features or services that I have little or no experience 

using, and therefore have no opinion.  
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42) I have been unable to access the ethics video and I would like to. I have not been able to access 
or find the continuing education videos. The web site is not bad but could use a user friendly 
upgrade. It can be hard to navigate.  

43) You are doing our profession a great service.  
44) I originally had difficulty finding the Ethics Video site for membership renewal, and to me (I'm 

old) it wasn't initially clear that this was a different site from the TPG site. I pointed this out to 
your staff by phone, and the next time I accessed the web sites things were better defined. We'll 
see next year? 

45) I have now dropped my license. I work for a very small company & am unable to complete the 
required hours. Also as I have over 36 years of experience it's difficult to find classes of interest 
and/or that are new & relevant. This license no longer has value for me because it's too difficult 
to maintain for the use I actually get from it. The license has now lost it's meaning to me. Thank 
you.  

46) The staff is extremely courteous and professional. Great Job.  
47) n/a 
48) I've not had much direct contact with the Board either in person or by phone. I use the website 

to track my training updates and this is very convenient. Keep up the good work. dcv> 
49) I believe the continuing education requirement for late stage geologist, those 50 and older is a 

total waste of time and funds! 
50) Thank you so much, you have been of a great help.  
51) It would be nice to have a summary of changes being made to the rules in the new 

letter/announcements. Sometimes the updates to rules is not clear. It would also be good to 
have an informal posting of proposed new rules. That would give time to review and make 
informal comments. I guess to me it seems like a done deal when the rule go to the Texas 
Registry to be published.  

52) The 3rd party website used to view Ethics video did not work.  
53) You are all doing a very good job. Thank you for your excellent service! 
54) I am a retiree from the State of Texas. I retired at 57 but still have to pay full price for my license.  

If I am not working I would like to see the ability to use the retired price. If I decide to go back 
to work then I would have to go back to active.  

55) I'm good.  
56) Whenever I have had questions, staff is very helpful and accessible.  
57) I tried to access the new ethics video without success. I did take the quiz, but would like to see 

the new video. Thanks for any guidance you can provide.  
58) I am very satisfied! 
59) I notice the board is much more responsive to political influence than the wishes of the 

geological community.  
60) I did not receive notification to renew for 2014. All of my information is up to date. Is this no 

longer a standard practice? cclamons@gmail.com 
61) I have seen little or no benefit to having a geoscience license from the state of Texas. For the 

money, I originally expected the state to provide more educational opportunities for licensed 
geologists. When I asked one of the TBPG personnel what benefit the TBPG provided, I was told 
that they were a regulatory agency, and were not there to benefit licensed geologists.  

62) Please mail and e-mail license renewal notices.  
63) Received no notification of time to renew license.  
64) No Comments 
65) I understand why the State of Texas wants to regulate Geoscience Licensing, but I get very little 

in return for the yearly renewal fee. As an employee of an oil company, I am not required to be 
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licensed by the State of Texas. My suggestion is to offer two-licensed fee categories: non
exempt and exempt. Non-exempts would require an active license, at full-fees. Exempts (who 
do not need the license to work), would carry an inactive status, at a reduced fee structure.  
Geoscientists, like myself, who work for a company & do not require (or use) the license to work 
- do not require state regulation. If an "exempt" geoscientist chooses to move to the 
ACTIVE/non-exempt status, they will then begin paying the full registration fee.  

66) Hi y'all: I think you do great work, but I need to be very Frank. I am so busy with my job, I do not 
have time to do much on a web page. I have dozens of web pages, log-in accounts, and portals 
of every shape, color, and vendor that I contend with every day. So while I know your web page 
is good, I do not any time to "Log on each day and read announcements" or some such. This is 
not to say you are bad; it is to say, everyone has a web page. Thanks for doing a great job.  

67) No change is needed. I am glad to hear of an updated ethics video.  
68) weekly updates via e-mail on statewide job opportunities 
69) The ethics video should be hosted from a secure source as the security restrictions of my 

company prevented me from being able to watch the video at work.  
70) Rep answering phone rude, ignorant and refused to refer call when requested to another.  

Incapable of answering questions. Really a revolting experience! Have been relaying this 
experience to many and they have the same opinion. You should be disbanded.  

71) I received a "CEASE & DESIST" letter dated 4-1-14, from Elsa M. Paynes. Is this really necessary? I 
have not used my license since 2-5-10; however, I have kept up my continuing education 
requirements and my license, up until this year. The reason, my license is late for renewal is I 
have been sick as hell for 4 years and could not complete the necessary continuing education 
courses in 2013. This seems like a hostile response, when my seal has not been used in over 4 
years, my health deteriorated last year and I couldn't meet the continuing education 
requirements to renew my license. Maybe a gentle reminder, a query into the reason for not 
renewing my license yet this year; instead I get a "CEASE & DESIST" letter from you guys like I 
am a common criminal out to defraud the system. I still plan on renewing my license after I 
complete my continuing education requirements. Does this make me less of a criminal in the 
eyes of the board? Thank you, Catharine London License # 736 

72) Zero benefits for my dues. Another state tax grab.  
73) Even though I passed, the quiz questions were not all that clear.  
74) Please consider alternating testing locations between Austin, Dallas, Houston, and Midland. This 

would reduce the time and out of town travel expenses for everyone not living in Austin area.  
75) My only comment is that the staff seems overly large versus the number of registrants and the 

fees reflect it.  
76) N/A 
77) The ethics video quality is poor, difficult to view on line. The content however is excellent along 

with the quiz. ddush@msn.com 
78) I really like the online renewal option. It has been very convenient and easy to use.  
79) Would like to be able to upload activity for continuing education using CSV or similar format.  

Thank you.  
80) TBPG enforcement staff is too quick to point fingers before getting their facts straight 
81) Little value in the O&G industry 
82) Like to see an update on the ethics video. I have watch the same video the past five years.  
83) The change of mail section is very inflexible. I have a po box with an additional number as a sub 

box. It was not possible to do that...I put it on but ended up with 2 po box listings.  
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84) I keep my own CE log on the original Excel format provide by the Board. I wish to continue 
using that same log for periodic submittal, and not rely on the online log which seems to vary 
from the original Excel format.  

85) None at this time 
86) I did not understand the need for a separate login for the ethics video 
87) I HAVE TO CONFESS THAT I HAVE NOT TAKEN ADVANTAGE OF SOME OF THE 

IMPROVEMENTS. I PLAN TO DO SO IN THE NEAR FUTURE.  
88) We have had a lot of trouble getting the online renewal to work.  
89) More Electronic reminders and communication would be helpful.  
90) 10016 
91) The on-line continuing education log is good, but doesn't remember anything if you leave it.  

It'd be better to put it into a downloadable word or excel file because you could fill it out as 
things come up during the course of the year.  

92) Security on renewal prevented my renewal. I typed those funny letters correctly many times and 
it ALWAYS refused me.  

93) It's been a pleasure to be a part of this organization 
94) Would like to see more online courses to help with yearly training requirement 
95) To be honest, I'm not sure what services are available for being licensed in Texas, other than the 

fact that I've been mandated to do it. Don't get me wrong, it's the right thing to do, but more 
clarity on this issue would be prudent. This is a sentiment shared in many in my profession and 
in particular those who work in medium and large companies. What issues are important to the 
TBPG in the past and going forward? Do they pertain to our population, or do they pertain 
primarily to the people out on their own or those in small companies (e.g. your customer 
service bullet)? Or is the TBPG an advocate for issues on a broader sense in the state of Texas 
and in DC (e.g. your strategy, planning, etc.)? If so, some short, clear messages to the licensee 
population would be prudent. And what are the license funds spent on? Do you get funding 
from the state? Are you only policing ethics and continuing education issues, or are you going 
beyond that? Are your funds being prudently spent? How does Texas stack up again other 
states that have licensing programs e.g. Florida, Wyoming, Colorado, etc.  

96) I haven't visited the site in a long time, maybe you should refer to it more often and encourage 
its use...  

97) Online renewal - would be better if it were accessed by unforgettable data such as driver's 
license number and last four of ssn, date of birth, etc. instead of having to create random 
identifiers that are forgettable or change over time.  

98) The online site for putting in our updates and training is good, but I wish it would send just the 
additions or an option for all of the history. I can see in 5 or 10 more years, that PDF of my 
training and CE history is going to be a big file to email.  

99) N/A 
100) My dealings with the agency have been informative, professional and worthwhile in 

accomplishing the objectives. Keep up the good work (and I say this from the prospective of 
having worked with similar agencies in other states).  

101) No other comments.  
102) I am not aware of any other state that has a geology license renewal fee as high as Texas.  

Kansas, for example, is $60 a year. I left geologic consulting 5 years ago for academia. Having a 
PG license was a source of pride and I paid the exorbitant renewal fees for several years.  
However, this past year I decided that having the letters PG after my name wasn't worth $223 a 
year, as I don't actually use my license in academia. If the TBPG had a (significantly) lower 
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renewal fee, particularly for non-practicing license holders, I would gladly renew my license.  
However, at the current rate it is unlikely that I ever will.  

103) Ethics video and quiz website non functional 

104) Has anyone gone through the registration process at this Word Press webpage? The options 
here are comical. Take a look at the time zone options. There are some strange entries under 
"America" and the choice of cities is unique.  

105) I see no reason why you should exist, and see no benefits you provide. I would Sunset this 
board as unnecessary, 

106) Thanks for updating ethics video!! 

107) Never use any of the services, only to renew license.  
108) I have not found much need for using the website, other than renewing my license.  
109) So far I have only had to renew my license and record my continuing education. I have not 

used other features. I am very satisfied overall.  
110) Good work. No need to mess with Texas eh? (I'm in Calgary right now. Can't resist - I have the 

license plat sign in my office...  
111) Email newsletters and all mailed publications are rather dry and could be updated by industry 

professionals with more exciting news and information about the industry. It would be good if 
the Board continued to work with other States for reciprocity agreements etc.  

112) I am disabled, and don't use the site, or license, but all contact I've had has been good 
113) Truthfully, I view this whole thing as the opportunity to charge the professional community a 

bunch of money each year for a meaningless certification. We managed to go for decades 
without this particular bureaucracy and now it seems to be growing out of control.  

114) require RRR commissioners to hold a TBPG license in fact make licensure a requirement for any 
state reporting, monitoring, or audit 

115) One of the best State registration departments I am associated with. Thank you 
116) N/A 
117) None 
118) 1. It would be great if response to renewal applications could have the audit notifications for 

training expedited. I understand why there must be a lag but if there is an audit that seems to 
take some time to resolve. 2. As the population of licensed geos ages, could a retired option be 
added that allows continued but perhaps modified to 'retired' with less stringent training 

requirements? I think there would be interest if something like that were possible.  
119) I really have seen no use or value for TBPG membership in my professional life, and as such, 

have decided to not renew my certification. It is much too expensive for what I get (which is 
nothing). Since I don't need to be certified, I see no reason to pay $200/yr, nor does my 
company. $20/yr for a petroleum geoscientist is appropriate, and would be good value for my 
money. $200/yr is not.  

120) I am a formerly licensed PG. I would like to see an inactive designation similar to PE licensing. I 
gave up license since no discounted/non continuing ed option for those of us not staying active 
enough each year to gain continuing education. I was both PG and PE, now only PE 

121) In my opinion being licensed in Texas is not necessary and is a waste of time and tax payers 
dollars. This entire organization only benefits those that work for the TBPG by creating jobs that 
create bureaucracy.  

122) Looks like I need to check out some online features.  
123) website development has thankfully come a long way from what it was---keep up the good 

work 

124) thanks 

34 I



125) When it comes to the FG and PG exams, I think that it would be beneficial to the Texas 
candidates if the TBPG could make a suggestion to ASBOG regarding the Candidate Handbook.  
This suggestion would be that the exam outline contained within the Candidate Handbook 
actually reflects what will be on the exam and that the outline be followed. Personally, I have 
taken the FG three (3) times now and only once has it been somewhat accurate with regards to 
what is actually on the exam. This outline is used as a foundation for exam preparation and 
studying. Therefore, the outline and the exam should mirror each other. Further, as the exam is 
given twice a year, it would be beneficial to the Texas candidates if TBPG would also suggest to 
ASBOG that the Candidate Handbook outline be updated between exams. As the exams are 
given twice a year and are different, the outline should be updated to reflect this difference.  
Thank you for your consideration. If there are any questions or comments please contact me 
(Meagan Kunze-Nevarez).  

126) Ethics video is very poor - not very updated and have to watch the same thing every year. Very 
expensive to have to do the continuing ed thing every year.  

127) thank you for making licensing in Texas possible 
128) When you send out an email saying you are delaying or implementing House Bill 303, then you 

need to explain what House Bill 303 does or does not do to the license holder. To pretend that 
we working geologists are paying attention to the idiot lawmakers in Austin is the height of 
self-absorption. Because of this frequent mistake the emails from the Board are practically 
ignored. You haven't told me anything, just wasted my time reading.  

129) There isn't enough room on the activity log to write down everything requested.  
130) The only real experience I've had with the staff was with the audit process and that went very 

well.  
131) None 
132) Overall rating I would give is good to excellent.  
133) When renewing my license last year I was unable to view the ethics video while at work (our 

firm blocks YouTube). The webmaster provided another link in a timely manner that I could 
watch while at work.  

134) I have very little contact with with TBPG except at license renewal time. This is OK, I guess, but 
licenses fees are VERY expensive for the service provided. I would likely not pay the license fee if 
my company did not cover the full amount. I do not understand why the cost for this needs to 
be so high.  

135) n/a 
136) Every time I've needed to contact the TX Licensing Board, it's been a good experience 
137) The TBPG's increased efforts to reach the licensed community is appreciated. It is hoped these 

efforts will continue. One suggestion is to make information from the Board and Committee 
meetings available on a more timely basis. Several months have passed and meeting minutes 
are not available on the website. It is difficult for the professional community to attend Board 
and Committee meetings which are held during the day. Webcasting the meetings would be 
beneficial, however it is recognized this may not be achievable for some time. Unfortunately I 
find the organization of the updated webpage more difficult to navigate than the previous 
version.  

138) I found the web site to be difficult to use. I was unable to access the information that I needed.  
Since I needed help outside regular office hours, I was unable to renew online and unable to get 
my questions answered.  
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For more information, please contact: 

Molly Roman 
Texas Board of Professional Geoscientists 

512/936-4405 Office 
512/936-4409 Fax 

mroman(&tbpg.state.tx.us
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