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Objective: ideas for report improvement

City Utility Street Cut
Repairs

Mareh 2017

City of Austin AUDIT REPORT

areponwthe | Audit of Neighborhood Planning

ekepar Movember 2016

Office of the
City Auditor

As of March 20006, there was a backlog of 3,664 utility cull patches awaiting a permanent
uitility cuit repair by the Public Warks Department. Some of thede street cul pabches are
unrefiable and possibly unsale due to issues with age or height. Also, Public Works does not
X maintain complete and cordistent data to determine the backlog's true sire or whether their
U8, CGAP, CFE iy iif pham N g b work s cost-sffective & compared to the work of their contractor. As a result, Public Werks
management cannol be sure the information they report or use Tor planning or resounce
allocation is socirate

iy Aasfinor
e £, Sroliis

Deputy Gy Acditor
Jason Hadad
CPA, CFE
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Presenter
Presentation Notes
Our learning objective for you today is that you will come away with ideas for how to redesign your physical reports with readers in mind. We will recap the process that our office just underwent to redesign our reports and hopefully leave you with some practical steps to do the same in your offices. In short, we want to help you get from THIS to THIS.


Figure out what you want
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in?

How to beg

Get a team together and equip them with the time and resources to tackle report redesign.
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Presenter
Presentation Notes
Redesigning reports is a big project. How do you even start? 
In 2016 we redesigned out reports and Cameron and I will go through the process we followed to create our new reports. 
The first thing you have to do – like any project – is put a team together. Our team featured our most creative employees, but any team needs the time to experiment and try various designs. Don’t get discouraged – it’s a discursive process.  

There are 3 initial steps we took before we began the work of making prototypes for review by management. 


Save audits you like — what do you like about them?

Woastewater Capacity Charge: Unclear
Whether Growth Is Paying for Growth

King County Auditor’s Office
Kymber Waltmunson, King County Auditor

King County

Report Highlights
August 23, 2016

Why This
Audit Is
Important

King Coumty charges new to the system
with a capacity charge of over $10.000. This revenue is intended to pay
for the costs necessary to expand the system, which could total more than
$3 billion through 2030." The capacity charge raised over $60 million in
2015, and is projected to collect twice that amount in 2030. Each year the
proposed capacity charge amount is based on a highly-sophisticated
computer model that 13 not widely understood. Any emors in this model
could p y shuft the resp v to pay hundreds of millions of
dollars between new and existing customers. This audit reviewed the logic
and calculations of the model to ensure that its outputs are consistent with
county policies.

What We
Found

The capacity charge model is very complex, and this complexity means
that it lacks transparency to stakeholders, its accuracy cannot be
independently verified, and it is susceptible to emors. The Anditor’s
Office discovered errors that would have shified over $137 million in
growth costs from new to existing customers had they not been resolved.
The Auditor’s Office alse noted methodology choices, which appear
contrary to the intent of Council-enacted policies that shift over $100
million in growth costs between existing and new customers.
Furthermore, we found the financial policies governing the calculation of
the capacity charge contain ambiguous sections that are potentially
contradictory and might contain drafting errors.

What We
Recommend

Wer d that the W Treatment Division develop a
simpler and more transparent approach to calculating the capacity charge,
which would also allow for independent and periodic review. The division
should work with Council and other stakeholders to align its methodology
with the Council-enacted financial policies, and these policies should be
modified to provide clear guidance to the division.

¥ Unless otherwise specified, dollar amoeunts m this repost are expressed m real 2014 dollars, assuming three percent inflation.

AUGUST 2017

P AR K
M A I NTENANCE
A UDIT

‘Our audit found the condition of the City's parks and park trees will continue to decline unless
the City changes its approach to ing resources, ints e and park ion

Report Highlights:

f are dead
or in critical/poor condition

75% of contractor performance issues
identified were related to

sports groups
were dissatisfied with poor
turf conditions

At least $1 MILLION

more annually is needed to provide adequate

Our recommendations can help improve our parks which
play a critical role in creating and sustaining healthy,
livable communities in Long Beach.

Read the report at
CityAuditorLauraDoud.com
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Auditor's Summary

Review of Special Funds, Revolving Funds,
Trust Funds, and Trust Accounts of the

Office of Hawaiian Affairs
Report No. 16-10

One special fund no longer serves
its original purpose
OUR REVIEW OF THREE SPECI:RL Fum_}s_ omne revolving ﬁmd and one

trust fand of the Office of Hawaiian Affzirs found one special fund no
longer serves its original purpose and should be closed.

Section 23-12, Hawar'i Revised Statutes, requires the Auditor to review
all existing special, revolving, and trust funds every five years. Reviews
are scheduled so that ezch department’s funds are reviewed once every
frve vears. Although not mandated by statute, we meluded trust accounts
as part of our review; however, the Office of Hawatian Affairs did not
have any trust accounts during our review period. This 15 our fifth review
of the revolving funds, trust funds and trust accounts of the Office of
Hawaitan Affairs. It is our first review of the special funds of the Office
of Hawaitan Affairs.

We used criteria developed by the Legislature and by our office based on
public fmance and accounting literature. Foreach fund. we present a
frve-year financial summary, the purpose of the find, and conclusions
about its use. We did not audit the financial data which is provaded

for informational purposes. We do not present conclusions about the
effectiveness of the program or thelr management, or whether the program
should be contmued.

Reporting shortfall

WE ALSO NOTED that the Office of Hawanan Affairs did not file statmtonly
required reports for non-generzl funds and for adnunistratrvely created
funds Accurate and complete reporting, as well as timely closing of fands,
will greatly improve the Legislature’s oversight of these funds.

Agency response

WE TRANSMITTED A DRAFT of this review to the Office of Hawaitan
Affsirs. The Office of Hawaiizn Affairs generally agread with our review
and will take appropriate action to ensure compliance with reporting
Tequitements.

FUND TYPES

SPECIAL FUNDS

ans used to acCount for
revenues earMarked for
particular purposas and
FrOm which expenditurss
are Mads for those
purposes.

REVOLVING FUNDS
such as l0an funds, ars
often established with
an appropriation of

5880 Money from the
general fund and must
demonstrate the CapaCity
to be salf-sustaining.

TRUST FUNDS

5uCh as a pansion
fund, invoke the State’s
fidutiary rasponsibility
to care for and use the
assets held to bensfit
those with a vested
intarast in the assets.

TRUST ACCOUNTS

aro typically Soparats
holding or clearing
accounts and arme often
u=ad as aCcounting
devicas for croditing or
charging Stato agencics
Or projocts for payroll and
other costs.

Report No. 15-10/ December 2016 1



Presenter
Presentation Notes
First we looked at other audit shops – how they confront some of the design challenges. 
Our audit process entails reading a lot of other audits in our planning phase so everyone in the office is exposed to other audit shops report design. We focused on certain elements: 
Cover
Highlights page
Objective, scope, methodology
Graphics
Presentation both in the report and on the website



.

Crowdsource ideas

Staff are your greatest asset. Their participation is crucial. Have them share report styles
they like and brainstorm ideas for report design.

Link to Report

Report Title

Source

What you like about it

5
=

Disability Rates' and
Workers Comp claims

Palo Alto Audit shop

| like the other-colored distillation of the facts/issues that runs on the left margin through the
whole reprt as well as the report highlights section.

fact sheet

Park Maintenance Audit

Long Beach Auditor

| like that they made a one-page graphic as a "fact sheet" for their report. The reportitself | don't
love but think is decent and has some good graphics. | like that the reportis all one font but don't
love the italics for findings.

PJ: lindependently found this one-pager and did not pay much attention to the report itself. |
like that the fact sheet conveys a high level finding statement, includes report highlights that
make the messages/impacts accessible to all (including the press), simply states how the
recommendations can help address the issues, and tells the reader how to find the full report.

Link

Wastewater Capacity
Charge: Unclear Whether
Growth Is Paying for
Growth

King County (WA) Auditor

| like the use of colors throughout the report and the headings on the left-hand side of the page
(similar to Palo Alto, noted above). | also like the very clear separation of findings with summary.
This format might lend itself to longer reports though. | don't like the mixing of serif and sans
serif fonts, and the top bar on the cover page doesn't look great. None of their graphics have
compression problems.

http://apps.urban.org/features/cost-of-

affordable-housing/

The cost of affordable
housing: Does it pencil
out?

The Urban Institute

| like the visuals and the roll-over glossary feature; it makes it easy for the reader to determine
the level of complexity they want to engage with.

AUGUST 2017
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Presenter
Presentation Notes
Next we involved staff in both active and passive brainstorming. We had an office-wide brainstorm session where people talked about what they like and don’t like about other reports and their vision for better reports. We also created a spreadsheet for people to share reports they liked and a bit of their reasoning. We reviewed this spreadsheet to generate ideas. 

The other aspect of this step that was important to the overall project was getting staff buy-in. We ultimately had to make some big changes to our reporting procedures and I think staff having participated in the redesign from the beginning helped smooth that process. 


Q4 Export «

W h at d O yO u r ;ﬁgg‘[ﬁ ﬁ;;&gﬁi;ﬁgﬂﬂ City Auditor audit reports do you think needs the
re a d e rS Wa n t ? RESPONSES (&) TEXT ANALYSIS MY CATEGORIES (00

0
T
]
0
I
s
)J

o H Igh I Ighted text More depth on the findings or options for solutions to issues uncoversd -l realize you have to be careful here.

Wiew respondent's answers Categorize as... =

[ B u I I etS Brevity, plain language, highlighting impacts, burying the mandatory legalese and (most importantly) including policy recommendations
(no matter how hypothetical they may be) would certainly help

« Making “What we Found” — = =
more concise and prominent

the findings. Also, there should be some way to track and see whether the recommendations have been implemented.

Wiew respondent's answers Categorize as... =

e e Having the "What we found” section upfront is great and necessary, but it could be wuseful if it was even more concise or had the findings
* Shorter findings * e

Wiew respondent's answers Categorize as... =

The reports are great- but | think the public needs to know more sbout them so Council feels support in using the reports in their work.
Maybe more outreach and/or media after the reports are public.

View respondent's answers Categorize as... =

AUGUST 2017 OFFICE OF THE CITY AUDITOR 7


Presenter
Presentation Notes
We performed two separate surveys, one that was shared with the general public via Facebook and Twitter and our website. The other was sent to current and former council aides and media staff. Both surveys were identical. 
We found that stakeholders wanted faster, easier reports with information they need to know prominently displayed. 


I piredl hrglin Lonrrameral e libding OfFee

GﬂD Iy the Compiroller Geneml of the
United States

Ievrmberr 2E11

Government
Auditing
s 7.08 Auditors should prepare audit reports that contain

AL revon (1) the objectives, scope, and methodology of the audit;
(£2) the audit results, including findings, conclusions, and
recommendations, as appropriate; (3) a statement
about the auditors’ compliance with GAGAS; (4) a
summary of the views of responsible officials; and (5) if

applicable, the nature of any confidential or sensitive
information omitted.

5 Brerrewr brererivkien Fn

(}@Owuns e
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Presenter
Presentation Notes
One thing to consider in this process is what your standards call for – we follow the Yellowbook so we looked at it’s requirements and saw basically 4 requirements. Interestingly it doesn’t have to be in a report – reporting can occur in any medium. 
The four requirements are:
Objective scope & methodology which we moved from the beginning of our reports to the end
Audit “results” which are finding, conclusions & recommendations
GAGAs statement
Management summary

GAGAS 7.17 says audits may contain background information to provide context so that’s a place where auditors have a lot of leeway to make changes. 
Red Book required communications of audit results include: “the objectives & scope as well as applicable conlcusions, recommendations & action plans.”



Design and redesign.

RINSE AND REPEAT.
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Choose your software

Microsoft Word Adobe InDesign
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Select a color palette
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Presenter
Presentation Notes
The first step in designing your report is to start to gather all of the necessary features – colors, fonts, formatting – before you start putting together a prototype.
�We put all of these different color schemes up on a survey wall in our office and let people vote on which colors or schemes they preferred. In the end, we presented the most liked colors to our City Auditor and let her make the final selection. In the end, we came up with this: (next slide)


Select a color palette




Decide on fonts

Open Sans Regular

AT Open Sans Semibold
Flﬂdlﬂg Lo Open Sans Bold

Cooper Hewitt Book. The City bridge maintenance program focuses onthe
structural safetfy of large bridges which, overall, are structurally sound and safe
for vehicular traffic; however, we found some limitations in the accuracy and
completeness of information used to manage the program.

ato Regular

All body text fonts 12pt.

Oswald Regular

Aileron Regular. The foundations of a good Gill Sans MT Condensed. Public Works bridge maintenance program .

bridge maintenance program is based on focuses on maintaining large bridge structures and, in coordination La to S e m I bo I d
the availability of quality data on the bridge with T«DOT, conducts routine inspections to collect information on the

structures owned by an agency, including condition of large City bridges. Based on the available information from

complete and accurate information on the bridge  the 2014 inspections, the vast majority of City bridges has a sufficiency

structures and their individual elements. rating of good or better. This indicates that these bridges are structurally Lato B 0 I d

sound and safe for wehicular traffic

Gill Sans MT.The Federal government mandates

specific maintenance requirements for large bridge Montserrat Light. Also, Public Works
structures, which are those bridges, culverts, and maintains an inventory of its large bridge Dswald Regular. andates specific maintenanceg?” Lato Regular. an inventory of its large bridge structures,
pipes that are more than 20 feet in length. The US struckures, including information on the requirements for large bridge structures, which are those bridges, including information on the location, structure
Department of Transportation's Federal Highway location, structure classification. and culverts, and pipes that are more than 20 feet in length. The US classification, and condition assessments of each bridge.
Adminis_tration requires all puh_l'll: br_idge owners condition assessrments of e_qch b_rldge. Department of Transportation’s Federal Highway Administration regffes  H . we found some limitations in Public Works
(state, city, and county) to routinely inspect their However. we found some limitations all public bridge owners (state, city, and county) to routinely inspec inventory information fareported a total of 450 large
Iarge_h_rldges_and report |nfnrrn_at|on, |!1|:|ud|ng I?ndge |Fn F;UblIC II:l:.‘.l.JéI.'!l’k.S ITrJehn{:o%:l IEF[&OUESﬂ their large bridges and report information, including bridge conditic bridges under its jurisdiction, we only found condition
oo eings o prt o et requrementsmhe  for arge bridges While Bublc Works, s o et e e g a2+ T on sy 35 o
its jurisdiction, we only found condition Standards. N —— [
Century Gothic Regular. More specifically, assessment information on approximately Fira Sall TYe—— : ctures,
these bridges must be inspected within 90 390 bridges. Futura. More specifically, these bridges must be inspacted |n-:lu-_d|ng _|nfc-rmat|0n o_n_the location, structure )
days of a bridge being open to traffic and within 90 days of a bridge being open to traffic and every 24 classification, and -:c-nd|t|-gn ﬁlss_essm_ents -af_each bridge.
every 24 months throughout the life of the EXHIBIT 1 maonths throughout the life of the structure. The results of these _HC'WGVGE 'f-'E' fou ﬂd_ some limitations in Public Works
_s‘i'rucfurle. The resu H‘S_Of ihese. mandated City of Austin Large Bridge Conditions Based on mandated inspections provide information on the structural inve ntory |nf0r_ma_t|c-_n f;-rgported a total of 450 la res
inspections provide information on the TxDOT 2014 Inspections safety of the bridges and assigns each bridge a specific bridges under its jurisdiction, we only found condition
structural safety of the bridges and assigns sufficiency rating that speaks to the overall conditions of each ~ @3585sment information on approximately 390 bridges.
each bridge a specific a sufficiency rating bridge.
lhE::IT speaks to the overall conditions of each Cantarell. More specifically, these bridges must be
bridge. Open 5ans Regular. Also, Public Works maintains inspected within 90 days of 2 bridge being open to
an inventory of its large bridge structures, including traffic and every 24 months throughout the life of the
information on the location, structure classification, structure. The results of these mandated inspections
/ and condition assessments of each bridge. However, provide information on the structural safety of the
—— we found some limitations in Public Works inventory bridges and assigns each bridge a specific a sufficiency
information for large bridges. While Public Works rating that speaks to the overall conditions of each
8 Posr %) 0 P [14%] W Goco %) B "_'ur" 000 O0K) M Encee! £110) reported a total of 450 large bridges under its bridge.
SOURCE: OCA analysis, May 2016 jurisdiction, we only found condition assessment
information on approximately 390 bridges.
4 AU15118 BRIDGE SAFETY AUDIT

L
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Presenter
Presentation Notes
Our team did research into what fonts are best for printed reports and then created sample text using those font options.  Though the final font was chosen early on in the process, the final size and weight for each type of text in the report wasn’t solidified until the first report was released in the new format. 


Develop mock reports

Present options to management for all

elements of the report.

AUGUST 2017
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Public Works Department:
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Investigation Report
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Office of the City Auditor

Watershed Protection

Department (WPD) —

Flood Buyout Pregram-
ort .

Report Summary
The City's bricge mai program focuses on th | safety of large bridee
structures. Based on 2014 State inspection ir tion, owverall, City ridge strac-
tures are structurally sound and safe for vehicular traffic. However, we found some limita-
tions in the accurscy and L i d to man; age Alsa,

the City's ability b i age and maintzr i pedes-
trian bridges iz limited by a lack of complete and sccurate information on theirlocations
and conditicrs.
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Bridge Safety Audit
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Put it all together
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City of Austin

A Report to the
Aurstin City Cowncil

Office of the
City Auditor

iy Aasfinor
e £, Sroliis
i, CGAP, CFE

Deputy Gy Acditor
Jason Hadad
CPA, CFE

BEFORE

DIT REPORT

Audit of Neighborhood Planning

November 2016

AUGUST 2017
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AFTER

Office of the City Auditor
City Utility Street Cut
Repairs

Mareh 2017

s of March 20016, there was a backlog of 3,864 utility cull patches awaiting a permanent
uitility cuit repair by the Public Warks Department. Some of thede street cul pabches are
unrefiable and possibly unsale due to issues with age or height. Also, Public Works does not
maintain complete and cordistent data to determine the backlog's true sire or whether their
work B cosl-affective & comparnsd Do the work ol their contractor. A4 & result, Public ¥Works
management cannol be sure the information they report or use Tor planning or resounce
allocation is socirate
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BEFORE AFTER

Objective and Background 2
Contents What We Found, y 3
idations and Response 9
AUDIT NUMBER: AU16103
Scope and Methodology 15
RELEASE DATE: September 25, 2016 e et et et e e e e
TABLE OF CONTENTS che_n Photo of a Public Works Department crew on 51st Street, City of
Austin.
BACKGROUND 1
H = The objective of the audit was to determine whether:
OBJECTIVES, SCOPE, AND METHODOLOGY. 2 _ _ N -
5 Obj echve = street cut repairs were completed in an effective and timely manner to
WHAT WE FOUND 3 minimize safety impacts to the public, and
= the current model is cost-effective.
Appendix
e Az nent R 13 i . i
Background In the City of Austin, the Public Works Department completes permanent

GOVERNMENT AUDITING STANDARDS COMPLIANCE repairs on utility cuts by Austin Water. The purpose of this activity is to
repair utility cut locations and pavement damaged by cuts in a timely
We conducted this performance audit in accerdance with Generally Accepted Government Auditing manner. The Department's Utility Excavation Repair activity, which
Standards. Those standards require that we plan and perform the audit to obtain sufficient, performs the utility cut repair work, has 53 employees and a budget of
appropriate evidence to provide a reasonable basis for our findings and condusiens based on our $7.6 million. In fiscal year 2016, Austin Water paid Public Works almost
audit objectives. We believe that the evidence obtained provides a reasonable basis for our findings $8.5 million to complete repair activities. In June 2018, Public Works

and conclusions based on our audit objectives. entered into a $1 million contract with a vendor who performs some

Cold mix asphalt is a material used repairs on streets with an asphalt surface.
AUDIT TEAM in temporary patches and is not
allowed to be in place longer than Many street cuts made by Austin Water are due to water leaks or breaks
Katie Houston, ClA, CPA, CFE, Assistant City Auditor 90 days. Hot mix asphalt is a in infrastructure. When Austin Water needs to repair a utility component
Andrew Keegan, CIA, CGAP Auditor-in-Charge material used in permanent repairs under a street, they cut into streets to make repairs and then patch the
Mary Dory on streets with an asphalt surface. street with a temporary repair made of cold mix asphalt. Austin Water
Michael McGill is responsible for maintaining the patch for 30 days. After 30 days have
passed, Public Works is responsible for maintaining the patch.
Based on data from Public Works, Austin Water makes an average of
185 utility cuts and patches per month and tracks these in its work order
management system. After Austin Water patches a street cut, they send a
work order to Public Works who then inspects Austin Water's temporary
In an average month, Austin Water patch to plan the dimensions of the final repair according to the City Code
makes 185 utility cuts and patches, Standards Manual. Public Works then completes the repair using hot mix
Office of the City Auditor and Public Works makes 89 repairs. asphalt or concrete. Public Works makes an average of 89 repairs per
phone: (512)974-2805 month. Exhibit 1 below shows a summary of the street cut repair process.
email: oca_auditor @austintexas.gov Exhibit 1: Street Cut Repair Process
bsite: http:/fwww. austintexa: faudi
Copies of our audit reports are available at http:/ funaw. i /page/archi ditor-reports
43
e =
Printed on recycled paper ¥l
Alternate formats available upon request Temj Street Cut Repair
The Austin Water Utility cutsintoa street The Public Works Department makes the
to repeir infrastructure and then patches —= street cut repair.

the street cut.
‘SOURCE: Office of the City Auditor analysis of street cut repair process, December 2016

City Utility Street Cut Repairs 2 Office of the City Auditor
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BEFORE

WHAT WE FOUND

Code violation | igation, doc ion, and resolution practices vary across cases, due to a lack of

oversight. Inconsk y may also result from gaps in procedural guidance provided to
field staff. The Office of the City Auditor reported similar issues in its 2010 audit of the department.
Maoreover, investigation and resolution practices relating to City-owned properties often differed from
established Austin Code policies and procedures, which may allow violations on City-owned property to
persist and negatively affect citizen safety.

Lastly, not all field staff and meet the mini qualifications specified by the department
because the department has not established an effective system to ensure staff at all levels acquire and
maintain these qualifications. Staff and management lacking minimum gualifications may increase the
risk of inconsistencies in code interpretation and enforcement.

Finding 1: Code violation i igation, doc ion, and lution practices vary across
cases due to a lack of ight. C es may include reputational
damage, difficulty enforcing violations, and safety risks to residents.

During our review, we saw several les of detailed case doc tion and field staff working
closely with resid, to overcome | barriers and connect resid, toc ity ¢ ion:

‘We also noted that field staff app d to prioritize ¢ education and customer service, and
strove to secure voluntary compliance from residents. However, overall we reviewed 306 Austin Code
complaints, and found issues with app 77%. We identified eight patterns of inconsistency in
our analysis of Austin Code complaint cases (for detailed statistics, see Appendix B, Table 1). These
patterns include:

1. A Notice of Violation — a formal written warning — is not always issued to the property owner,

even when violations are confirmed by field staff.
Specifically, we found that Motices of Violation were not
issued 47% of the time after staff had confirmed a A. Non-dangerous conditions: Not later
violation existed. Notices of Violation include a than (3) days after confirming
description of the code violation and a deadline for the shall complete
property owner to remedy the issue. While we noted ::;::j;zx::ig::‘:ﬂ?:;m:um
instances where inspectors followed up on violations suppart for mailing of violation natice(s).
even when a Notice of Violation was not issued, a written | g Dangerous conditions: Not later than
warning provides residents with a record of the violation the next business day following the date
and the amount of time they have to resolve it. Similarly, | of confirmation of a dangerous

Departmental policies state:

without a written warning, Austin Code does not have condition(s), investigators shall submit
proof that there was a set timeline to address the required documents to administrative
violation. Finally, field staff may find it difficult to suppaort for mailing of violation

enforce compliance if violations are not documented via natice(s).”

awritten warning.

2. Property owners are given different deadlines for the same type of code violation. For example,
to screen a recreational vehicle, different residents received deadlines of 2, 3, 5, 7, 10, 14, 15, and
21 days. We also noted that citizens were given different deadlines ranging from 7 to 30 days to
correct work without permit violations. Inconsk deadlines to remedy code violations may mean
that different residents are subject to different enforcement and expectations by field staff.

Office of the City Awditor 2 Consistency of Austin Code Investigations and Resolutions Audit, April 2016

OFFICE OF THE CITY AUDITOR

AFTER

What We Found

Summary

Finding 1

There is a large and
growing backlog of
tempaorary utility cut
repairs on Austin roads
that may be unreliable
and possibly pose a safety
hazard while awaiting a
permanent resurfacing.

If Awstin Water did not make any
more cuts, it would take Public
Warls 3.6 years to bring the backlog
of utility cut repairs to zero.

Ten randomly sampled street cut
patches were all in place longer than
90 days, violating City Code.

As of March 2014, there was a significant backlog of utility cut patches
awaiting a permanent repair that could take several years for the Public
Werks Department to address. Some of these ufility cut patehes are
unreliable and may pose a safety hazard due to issues with age or

height. Public Works does not maintain complete and consistent data to
determine the backlog's true size ar whether their work is cost-effective
in comparison with the work of their contractor. As a result, Public Works
management cannot be sure the information they report or use for
planning or resource allocation is accurate.

Aceording to data provided by the Public Works Department, there was
a backlog of 3,864 patches awaiting a repair as of March 2016.! Patches
are the temporary repairs put in place to cover a cut into a street prior to
completion of the final repair. The data showed a growing backlog since
the beginning of the audit scope period, October 1, 2013, and a backlog
was also noted in a November 1998 audit report from the City Auditor.
The average completion time for a repair was 357 days, or about a year,
and completion times ranged from one month to over a year and a half.
If Austin Water made no additional cuts. it would take Public Works 3.4
years to bring the backlog down to zero.

Some temporary street cut patches are unreliable and possibly unsafe.
Auditors reviewed ten randomly sampled street patches from the March
2014 backlog. As seen in the exhibit below, all ten were in place longer
than 90 days, which viclates the City Code Standards Manual.? In addition,
three patches were more than 174" higher than the surrounding street
surface, a result of problems in the initial temporary repair by Austin
‘Water. Two patches also had loose gravel on the street surface, which
appeared to be due to the delayed repairs.

Exhibit 2: Temporary Street Cut Patches are Not in Compliance
In place for more than 90 days [ 100%
Mot level with the street surface .:| 30%

Loose gravel on the street surface [ |20%

SOURCE: Office of the City Auditor analysis of sampled temporary street cut
patches. November 2016

! This figure includes repairs on strests as well as driveways, sidewalks, curbs, and gutters.
? Serles 1100 - Trench and Street Repair, 1100-54 Temporary Trench Repair-Asphait
Surface.

City Utility Street Cut Repairs

3 Dffice of the City Auditor
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BEFORE

OBJECTIVES, SCOPE, AND METHODOLOGY

This audit on how APD handles complaints was conducted as part of the Office of the City Auditor's
Fiscal Year 2016 Strategic Audit Plan, as presented to the City Council Audit and Finance Committee.

The audit was included on the plan in response to a request from the Police Chief, as well as local
and nation-wide focus on interactions between police officers and members of the public.

Objectives

The objectives of the audit were to determine if:

®  the complaint process is accessible;

* internal and external complaints are processed consistently; and
® approprizte and consistent corrective actions are taken.

The audit also sought to determine how Austin’s complaint process compares to similar entities.

This audit did not assess the quality of any investigations done by Internal Affairs, nor did it assess
whether APD reached thg appropriate conclusions regarding the legitimacy or validity of complaints.

Scope
The audit scope included administrative investigation activities related to internal and external
complaints between 10/1/2013 and 12/31/2015_

IMethodology

To accomplish our audit objectives, we performed the following steps:

® interviewed APD and Police Monitor staff;

® interviewed a random sample of 40 people who filed a complaint or contacted the Police
Monitor and/or APD;

® interviewed six community groups that serve at-risk populations or have experience with the
complaint process;

* interviewed a random sample of 23 APD supervisors;

® reviewed media reports to identify incidents likely to have resulted in complaints or
investigations;

= visited various City facilities to determine what information about the complaint process was
available;

® interviewed employees from other cities involved in the process of handling of complaints for
their organizations;

® analyzed the investigation process for 2 random sample of complaints;

® researched criteria related to complaints about police officers and police oversight functions;

® pbtained and analyzed access lists for information technology systems relevant to the complaint
process;

®  reviewed records related to the repair of vehicle audio and visual recording equipment; and

= evaluated internal controls related to the collection, investigation, and disposition of
complaints.

Office of the City Auditor 2 Audit of APD's Handling of Complaints

OFFICE OF THE CITY AUDITOR

AFTER

Scope

Methodology

Audit Standards

City Utility Street Cut Repairs.

The audit scepe included street cut repair activities from October 1, 2013
through March 31, 2016. The scope also included costs related to the
contract the Public Works Department executed with a private company
on June 23, 2016 for street cut repairs. Some information in this report
relates to utility cuts on streets, driveways, sidewalks, curbs, and gutters;
the audit focused on repairs made in streets

To accomplish our audit objectives, we performed the following steps:

» interviewed Austin Water and Public Works Department employees;

* reviewed repair standards used by Austin Water and Public Works;

» analyzed Public Works' information system data to assess the backlog
of repairs;

» reviewed Public Works' information system user access controls;

» analyzed Austin Water's information system data to compare with
Public Works' data;

» visited a random sample of temporary repair locations and assessed
their safety with the help of Public Works staff;

» reviewed right-of-way permits for a random sample of completed
permanent repairs;

» evaluated the cost-effectiveness of the City of Austin's utility cut repair
process;

» reviewed service request data related to street cut repairs provided by
Austin 311; and

» evaluated internal controls related to street cut repairs.

‘We conducted this performance audit in accordance with Generally
Accepted Government Auditing Standards. Those standards require that
we plan and perform the audit to obtain sufficient, appropriate evidence
to provide a reazonable basis for our findings and conclusions based on
our audit objectives. We believe that the evidence obtained provides

a reasonable basis for our findings and conclusions based on our audit
objectives.

15 Office of the City Auditor
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BEFORE

APPENDIX A

Austin Water Central Stores Inventory Management Audit - Action Plan

The Director of Austin
‘Water should strengthen
the inventory count
process by:

« Establishing policies and
procedures for the
inventory count

» Establishing
accountability for
ensuring the process is
followed

* Director will review
inventory management best
practices and ensure
improvements to inventory
count process. Will evaluate
stock item dollar sales
wolumes to ensure highest
volume dollar sales items
are counted more
frequently. Will work to
establish specific policies
and procedures for specific
timelines for counts,
research and corrections to
inventory.

* Assistant Director of
Financial Services will
continue participation on
inventory management
project team to discuss
strategies and ensure
implementation of audit

Currently

March 31, 2017

AFTER

Recommendations and Management Response

1]

21

The PARD Directer should identify ways that technelogy and/or process changes can be used to
independently determine expected revenue at PARD sites and eliminate the need for the "over-ring™
practice at municipal pools.

Management Response: Agree

Proposed Implementation Plan: The Parks and Recreation Department (PARD) is collaborating with
the Austin Transportation Department to increase the installation and distribution of pay stations that
accept cash, as well as, credit cards at municipal pool sites. The Aquatics staff and supervisors will be
provided additional training on the importance of avoiding "over-rings” Also, the expected increase

in use of pay stations will reduce cash register errors. PARD is also exploring the option of installing
more credit card terminals system-wide to reduce the amount of cash being handled and to improve
the safety of those handling the cash. Other solutions are being explored subject to adequate funding/
resource redistribution. When additional resources become available, increased managerial oversight
of "over-rings” will be implemented.

Card reading turnstiles, e-ticketing, people-counters and other options are being explored with
Communications and Technology Management (CTM) to improve the recording of attendance that can
be directly traced to fees charged and projected revenue. All technology changes are dependent upon
adequate funding/resource redistribution.

Proposed Implementation Date: June 30, 2018

The PARD Director should identify ways that technology and/or process changes can be used to

recommendations. reduce or eliminate the acceptance of paper money at a department or site level.
2. The Director of Austin Concur Underway Expected

::v:?;lﬁ:i:‘f‘:r:::ath « Assistant Director of ;:‘p:emenmwn Management Response: Agree

with established ml‘le: Financial Services will Proposed Implementation Plan: Plans are underway to streamline the credit card handling

and procedures for continue efforts to complete December 31, ies at PARD facilities, as well as adding credit card processing at more sites. The Department’s

inventory management. :I“’_ hiring process for 2016 top priority is to add credit card processing at City swimming pools where an entrance fee is charged.
c:r"ﬂx:xermr The Parks and Recreation Department (PARD) is collaborating with the Austin Transportation

« As inventory "'mmmem Depgrtment to incr_egse the ins_tallaricn and distribution of pay stations that accept cash, as well as,
policies and procedures are credit cards at municipal pool sites.
reviewed and revised to
best practices, the Assistant PARD is also investigating having PARD personnel equipped with hand-held units that scan barcode
D';r“’m:"‘".‘"' Services entrance slips at the entrance to pools, special events, ete. These entrance slips can be generated by
e review users at home, through online purchase; at kiosks mounted outside of pool and other facilities; and
procedures to ensure - . .
accountability. More over the counter at various sites. These hand-held units can also be used by summer camp personnel
specific requirements for to “eheck in" participants each morning to provide an accurate count of attendees and traceable record
inventory wall each day. These units would also serve as cell phones for emergency purposes.
Proposed Implementation Date: June 30, 2018
Office of the City Auwditor 10 Austin Water Central Stores Inventory Management Audit

Parks and Recreation Department Cash Handlimg ] Dffice of the City Auditor
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April 2016

Report Highlights
Why We Did This Audit

This audit was conducted
partially due to resident
feedback regarding
inconsistent messages
received from Austin Code.

What We Recommend

We recommend the Austin

Code Department Director:

« revise policies to clarify
expectations concerning:
compliance timelines,
work without permit
cases, and investigations

of City-owned properties;

develop and implement a
more rigorous case
monitoring process;
work to integrate the
AMANDA and 3-1-1
systems and ensure case
priaritization tools are
used; and

« ensure employees
acquire and maintain the
required minimum
qualifications.

For mare information n this or any

of aur reparts, ermdail
oca_suditor@austintexas gov

BEFORE

CONSISTENCY OF AUSTIN
REsOLUTIONS AUDIT

STIGATIONS AND

BACKGROUND

The Austin Code Department’s mission is to provide education and enforcement of
the City Land Development Code. The department’s field teams investigate potential
code violations typically following a resident calling 3-1-1 to file a complaint about a
suspected code violation. Commaon violations investigated by Austin Code include tall
weeds and grass, illegal dumping, construction without permit, improper land use,
and unlicensed short term rentals.

OBIECTIVES AND SCOPE

The ohjectives of the audit were to determine whether the Austin Code Department
was consistently receiving timely and accurate complaints regarding code violations,
and to determine if reported code violations are consi Iy i

investigated, and resolved across the City. The audit scope included code-related
complaints, investigations, and resolutions between 10/1/2012 and 4/7/2016.

WHAT WE FOUND

Code violation i igation, doo ion, and
cases, due to a lack of management oversight.

= Owerall, we reviewed 306 code complaints and found issues with about 77%.

= We noted: field staff did not always issue a notice of violation even when violations
are confirmed, property owners were given different deadlines for the same type
of code violation, delayed initial and follow-up inspections, partial investigation of
complaints, and a lack of an effective process to prioritize response to high-risk
complaints to promptly address potentially dangerous cases.

Inconsistencies may also be caused by gaps in procedural guidance provided to
field staff and because Austin Code management does not conduct regular record
reviews or other comprehensive monitoring of field actions.

Contequences may include difficulty enforcing violations and safety risks to
residents.

- The OCA reported similar issues in its 2010 audit of the department.

1 practices vary across

Investigation and resolution practices relating to City-owned properties often
differed from established Austin Code policies and procedures, which may allow
violations on City-owned property to persist and negatively affect citizen safety.

= We noted: investigative delays, less extensive review of City-owned property than
what is called for in policy, lack of awareness of all reported and confirmed
violations on City-owned properties, and inconsistent communication of vialations
on City-owned property to the responsible departments.

These discrepancies exist, in part, because management is not enforcing Austin
Code’s policy on City-owned properties and because management does not
provide oversight of investigation and documentation activities, as mentioned.

Not all field staff and management meet the current minimum qualifications
specified by the department, which may increase the risk of inconsistencies in code
interpretation and enforcement.

City of Austin
Office of the City Auditor

City Utility Street Cut Repairs

Objective

The objective of the audit was to
determine whether:
# street cut repairs were completed

in an effective and timely manner
to minimize safety impacts to the
public, and

# the current model is cost-effective.

Background

*  Austin Water makes street cuts

mostly due to water leaks or
breaks in infrastructure. After they
repair the infrastructure, they
place a temporary patch on the
street surface. The Public Works
Department replaces these patches
with permanent street cut repairs.

= Austin Water makes an average

of 185 ublity cuts per month, and
Public Works makes an average of
B% permanent repairs per month.

AFTER

What We Found

Audit Highlights
March 2017

As of March 2016, there was a significant backlog of utility cut patches
awaiting a permanent repair on Austin roads. It could take several years for the
Public Waorks Department to address the backlog. Some of these patches may
be unreliable and possibly unsafe. Ten randomly sampled patches were in place
longer than 90 days, in violation of the City Code Standards Manual. The City
relies on residents to report issues with patehes, so Public Works is not aware
of which or how many patches may be unsafe.

The backlog is likely a result of how the City allocates resources. Austin
‘Water has 107 employees available to repair utilities under streets and place
temporary patches, while Public Works has 53 employees to complete the
permanent repairs. The lack of documented policies and procedures for
performing street cut repairs may also cause inefficiencies in addressing the
backlog.

Inconsistent and incomplete data on street eut work orders prevents the City
from knowing the true size of the backlog of temporary ufility cut patches

or how cost-effective Public Works is at performing the repairs. As a result,
the City cannot be sure that a street cut repair has been completed or that
all repairs are accounted for, meaning that management cannot be sure the
information they report or use for planning or resource allocation is accurate.

Public Works' cost data is incomplete and may not reflect actual labor and
equipment expenses. As a result, Public Works cannot determine if their street
«cut repairs are cost-effective as eompared with the City contractor's street cut
repairs.

What We Recommend

The Public Works Departrment Director should:

» evaluate aptions for eliminating the backlog of utility eut repairs,

» develop, implement, and monitor written policies and procedures, and
» assess the cost-effectiveness of the Utility Excavation Repair activity.

The Austin Water Director should ensure temporary patches meet the
requirements of the City Code Standards Manual.

For the full report, visit http: f'www.austintexas.gov/page/audit-reports.

AUGUST 2017 OFFICE OF THE CITY AUDITOR 23
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Implement and Train Staff
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Update Reporting Procec

Create new templates for report drafts
and revise reporting procedures to
include new process.

Develop Draf
1
2.

w

‘F‘ |.J>

4-6.

Obtain Man
1.
2.

3. |
4,

|!-D |P° ‘.‘"

AUGUST 2017 OFFICE OF THE CITY AUDITOR

AUDIT TEMPLATE

[Audit Title]
[Month Year]

Report summa|

Insert a summg

Photo Credit

Caover: [Descrig

Objectives

The objective

Background
Insert backgro:

What We Fo

Insert a summg

Finding 1:
Insert Finding

Insert finding 1
in sidebar. Plag]

‘SOURCE: Enter =4

Last updated: Af

INVESTIGATION TEMPLATE

[Investigation Title]

[Month Year]

Report summary

Insert a summary of your findings here.

Photo Credit

Cover: [Description of photo, owner/source.]

Allegations

Insert an allegation summary here.

Background
Insert background here.

Investigation Results / Summary

Insert a summary of results here.

Finding 1:
Insert Finding Header text here.

Insert finding 1 body text here. [Bracket and highlight yellow text to be placed in call-out boxes
in sidebar. Place them within text where you would like them to be in the report.]

EXHIBIT #

[Title of Exhibit]
SOURCE: Enter source here, including Manth and Year of review/znslysis

Last updated: April 2017
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Train Your Staff

Create opportunities for group and

individual training.

AUGUST 2017

InDesign Tips

1. Getting Started. Open template {Audit Template, Investigation Template, or Special Report Template). This
will automatically load in paragraph styles, color swatches, "master pages”, and report pages.

MNOTE: On Master Pages. The pages created for this report are labeled as C, B, and A. C for Cover pages. B
for pages used in the Body of the report. A for pages used in the Appendix of the report.

[Winien] Hep | B eees v | v Ev ET

2. Tools. Use Window tab at top of the sheet to customize | :::f:m
which tool boxes are available on screen. d
§ Adices
L Calor
Helpful tools to add to your screen, top bar, or side bar;  |.¥ Certrel FLEELLD
Editarial
* Object & Layout=Align, Effiects Shifts Ctt+ 10
»  Text Wrap, Btensions
Folin Builder
¢ Color > Swatches, Info r
* Styles > Paragraph Styles. Inbesactive
Layers F7
Links Shift+Ctri+D
Mini Bridge
N Dbject B Layout
3. Viewing Modes. When no object is selected, press W to DUJ;m ¥
switch from Normal View or Preview Mode. Normal View Overlays
allows you to see the outline of all objects. Preview Mode | [+ pages Fi2
displays how the report will look in PDF form. Stroke Fib
Styles
v | TedtWirap Al Chrb W
| Tosls
Type B Tables
Wkilities
4. Audit Title in Footer. In top right corner, double click on B-Page Numbers Ml 'i
“master page" in Pages Panel. Add audit title to text box at bottom of page |1 D
(this should update all pages, but check before final draft). Ao |:|
CFrort Cover E
IMPORTANT NOTE: When you open the e e D
template, do this before making any other Erfiachgound Fage |§|
changes to th_e document! This will save Bcdy Pags @
you from having to add the report title to R @
each page manually.
E-Finding Fage E .
1]
— 2 Pages in 2 Sorads ST
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Continuously revise the process

The templates and procedures will undergo many changes over the
implementation period. Always be open to feedback from staff who are
implementing the new reports.

AUGUST 2017 OFFICE OF THE CITY AUDITOR
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How to do this in your office

Survey and - Design and - Implement
brainstorm redesign and train

* Puttogether a team e Select software * Modify reporting
e Save reports that you e Select style elements — procedures
like colors, fonts, etc * Train staff
e Survey stakeholders * Mock reports and select e Continuous improvement

preferred format for

e Review Standards .
each section

AUGUST 2017 OFFICE OF THE CITY AUDITOR 28
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