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EXECUTIVE SUMMARY
AUDIT OF THE
PUBLIC WORKS DEPARTMENT
ADMINISTRATION DIVISION
INTERNAL AUDIT REPORT (I1AR) 080199-05

Thepurpose of theeecutivesLNMary STO Coney incgaule formthesgnificant ssLes
of theaudit regport TheeecutivesunmmMmary isavehicle for revievving the reportand
should be used iNn conjunction with the entire report.

INTRODUCTION

functiorsforthePublicWorks DgartmanitWithaaurrentstaffofssenaenployesste
division has a 1999 annual operating budget of approximately $434,C

OVERVIEW OF SIGNIFICANT ISSUES

We believe the division isadequiately and effectively performing rtsdutiesand
responsibilities.

Curauditdd howneer; idaentafysomearess thatmanegarentshould reviewv to further
nmoroveeficencyand intermal controlsover geerations Ourconmeantsaddressthe
following:

<  Thedehaentpractice of capturing and recording in the CCAR CorstitLency
Contactand Responss) systemonily one type of service recuesst, notal hvalid servace
iINnquiries.

The inefficient process of inputting CCAR requests.
Misclassification and inadequate allocation of expenditures.
Slow computer response times.

Andsance ofdocumenited policessand procedures thatshould keeincluded ina
manual.
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AUDIT OF THE
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ADMINISTRATION DIVISION
INTERNAL AUDIT REPORT (I1AR) 080199-05

OBJECTIVES

Our objectives included the following:

< Ascertainwhether the control ervironmenttwwes conducive toefficiernttand
effective operations.

< Determine whether resources were employed efficiently and «

< Ascertain compliance with established policies procedures lans and
regulations.

< ldentafyprocessss or procedures that could be improved to operate more
efficiently and effectively.

SCOPE AND METHODOLOGY

Our audrtwas performed in accordance with applicable general ly accepted
govermmental audiing standards The scope of the study of intermal corntrol wes
Iimited to assessing the general controlssurrounding thespecific issuesaddressed
General audit procedures included.:

< Interviewing division personnel.
< Observing operations and ongoing activities.
< Reviewing records, reports, and other applicable documentat

BACKGROUND

Public Works Administration includes the Director of PublicWorks his mmrediatestaff,
and the digoattchers Primary responsibilities for enployess in the division include
directing, supporting,and monitoring overall departmental operationsand
coordinating CCAR Corstituency Corntact and Respornss) and other custiomer service
requests with other divisions in the department The division also provides
administrative and budgetary leadership to the Public Works Depa

CONCLUSIONS/FINDINGS/RECOMMENDATIONS




Theintermal Audit Office goreciates the courtesy and cogeerationextenced to usby the
employees during the audit of this division.
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Gererallywe kelieve that intermal controlswere adequate and the diMsionwes
operating effectivelyWe did however; reconmend someactions manegarentshould
coracennhich could maroveprocedural and processefficiencoy Our recomreancations
for the division entail:

Recording all appropriate CCAR requests in the system.
Installing a computer system in the dispatcher office.
Classifying expenditures properly.

Allocating an appropriate amount of utility costs to Fleet Sel
Upgrading the computer lines.

Developing a policies and procedures manual.

Complying with contract authorization procedures.
Providing sufficient training to personnel.
RFerformingaconplete imnattoryso that thefoed assets Iisting canbeproerly

updated and maintained.
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1. Constituency Contact and Response (CCAR)
Procedures

Criteria Qustomer feedhack provides managarentwith abarometerwithwhich to
messure theacoconplehment ofits goalsand dgectives Ornevvay enployess aotain this
Teedbadk isby utilizing the City's CCAR system aformal, automated computer system
designed to captureand report acrtizen conplaintsand concerms Inorder for
capture data and report information completely, timely, and accu

Conditaon Al available CCAR data is not being captured or reported in the CCAR
calls documertt onlly one goecific type of conplaint Other categories of conplaints
which have established CCAR codes that Classify themasvalid CCARentriessarenever
formally documanited by the digpatcharsand are therefore not Geptured inthesystem

AUDITORS NOTE>Based on CCAR summary reports compiled by the CAOs Office we

Noted that tiheRLblicWorks Dgartmant Gpoturessand rgportsnoreconplantstenary
other department.

Alsowe obeenved that the process oferntering some CCAR conplaintswes inefficientt
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BecaLse the digoatch office hes no conputar system calllsare manual ly documented by
dgatdharsonaformthat ssusssou ety sUiomitisd to other personrel formputrto
the CCAR system The digoatchers familiarityvath the details of the concerms along
with the inevitable follonAp statiLs calis they may receive about conplaints justifies
thernsedfortredsatderstohaceoHineacces to the CCARssten tobothatterand
review calls.
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Effect:

Menecarentdoss not have conplete data to fullyevaluate cornstitLeNcy coNcarns
Adverse publicity may occur.

INnefficent operations dLe to formmsbeing nesdiessly trarsferred betwweenarployess
Thepotential forerrorsor mistakes may be reduced ifdigpatchearsimput theironn
calls.

N N NN

Cause:

< Dyeatchersweredirected to aenter only orne particular type of conplaint because it
was Telt this was the only legitimate complaint.

<  Trhrebarehtsofirstalling conutarswithin the digpattchar office hed notlbeen fully
considered.

Recommendation We recommend that managarent revieww theactive list of CCAR

codssand determineall conplaint types that should beentered into the CCARsystem

Thereafter,all of these conplaintsshould beentered to ensure conpletedatais

Cgotured Recording the nattiuire ofalll ggoropriate customer service INnquInes provides

for better follonAp (less chance of forgetting an unresolved inquiiny) and eneblles

managaement to better summarizeand reviewwwhy citizensare calling Thismay help

management to identify and resolve potential problems at an earh

Addrtionally, the digoattcher office should have at least one computer with CCAR
cgpability and any other necessary gopllications (eg,electronic mail forssendingor
receMing messages) that would enable dispatchers to perform theirworkmore
efficiently and effectively.

AUDITOR'SNOTE: Computerization efforts for the dispatcher officeshould be
delayed until the computer lines are upgraded as noted in Findincg

ManagementsPlan of Action: Managementagreesand thiswill bedoneover
the nexttwwehe (2 mortihs pending the relocation of the digpatchersand budget

constraints.

Timetable: 12 months.

2. Expenditure Misclassification and
Apportionment
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Criterialn agood system of intermal controls basic standards require that
transactorsdrall ke property clessfied and rgported To conplywitih this recuiraTentt,
theCity of Shreveport hasestablished avwritten chart ofaccounts containinga
charges to a particular account.
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INnaddiion good intermal controls necessitate thatacocountsshould keemaintained
with proper segregation according to accountability and respon

Condrtion: Based upon our revievww of fimnancial recorcswe found thateqenditures
iN 1998 of gpproximattely 53000 were misclassified Of thisamount, about $43000wes
charged to iNncorrectaccount codes(ie, charged to oneaccountbutshould be
dharged toanotieracoountinRublicWorksAdminstrationascdefined by tedrartof
accounts) The remaining $5000was charged to the administration division but
constatuted administrative and operational eoenditures for other PublicWorks
divisiorns eg Solid Weste Bhgineering Strestsand Drainege and thareforeshould have
been charged to these other divisions.

Wealso noted that PublicWorksAdministration ispaying all utility costs electricity,
gssandwater) for-thePublicWorksbuillding althoughHest Servicss shoussd on e
second floor of the PublicWorks facility. BecauseHest Servicss snowan intermal
Ervice fund these costs should e progerty ggoortioned to this cost canter; not paid
from the general fund.

Effect:

< Financial reporting may be unreliable.
< Increased potential for fraudulent transactions to occur.
< Management decisions may be based on erroneous information.

Cause:

< Inadequate review and oversight of account code charges.
< Runding did notgartoleasilcsble N the correctacocout codesssodrargsware
made to accounts with available funds.
< Absence of an established process for allocating utility costs tc

Recommendation e recommend that managemenitensure thateqendituressare
properly classified and reflected inthe fimancial records by indexcode [dision)and
subagect (lineitam) iFffundsare overgoentt managaTentmay Nesd to request abudoet

amendment.

Moreover; managamertt should request that Flest Senvices begin paying the proper
allocation of eqenditures for utilites they consume in thePublicWorks facility.
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Manegararitdhould coraicker placing addiional netersforHest Serviass Ifirstalling
metersdoss Not prove costbeneficial another altermative to consider s requessting
remburssmrent ofutility costs fromHest Services besed upon the parcentage of souare
foot space occupied by Fleet Services in the building.
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Management's Plan of Action: Management does not have abudget or
aococourting tyee poation This s nesced and willl e looked nto Manegamaentdossagree
that items do Nnot Nneed to be misclassified and will work to change thistrend
nmmediately Venegarentwillworkwitih Hest Ssrviass to revienwv e lbestway to delecate

costs.

Timetable: 12 months
3. INnefficient Computer System Response Times

OriteriaOrne agpect of acomputer’'spover isderived fromits cgpability of performing
operationswith speed Computer information processing that isperformed at
satisfactory rates of goeed enable users to perform their tesks moreefficiently and
effectively.

Condrition Gartain computer gyplicationswithin the divsion performinstructon
processing atextrarely slow rates For exanple sinple functions such asopening or
claangany city network gplication or retrieving records fromoonputerfilessmay
require up to several minutes to perform because of the slow respc

Moreover, otiher conplex gperations such as producing reports require progressively
more processing time Asa result; altihough the system has the cgpabillity to process
rgportsonthe reaults of CCAR actimties they are Nnot generated at thedvsioN due to
the prolonged periods required to produce them by the system.

Effect:

< Inefficiencies in job performance.
< Delays in tracking monitoring and evaluating activiies becauise operations
reports must be processed elsewhere and then delivered to th

Cause PublicWorksAdminstration isinaranote location The trarmnamission media(ie
cables lines) requiired 1O connect the conputer to the Giy'smainfrane s inedecuate

therefore, the processing of information is slow.

Recommendation: e recommend that Public WorksAdministration continue
have reauited in the recommendation thata T-Lor fiber optacs linevull geeed up the
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processing times. A faster line should be installed as expediently as
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Management's Plan of Action: Management concurs.

Timetable: Currently ongoing.

4. Standard Operating Procedures Manual

Criteria Astandard operating procedures manual can improve operationsby
providing uniformity in practicss establishing clear liness of regporstility,enihanaing
acoourttability,and lessening the thireat to continuinty posed by enployee tumoner.

Condritaon PublicWorks- Administration does not have centralized standard,
operational procedures that clear ly communicate and defineauthorityand
responsibility to its employees.

Effect:

< Operations may not be in accordance with mission.
< Existing laws and regulations may be violated.

Cause: Management has not considered the benefits of avwritten policiesand
procedures manual.

Recommendation We recommend that a policies and procedures manual be
develaged for the Adminstration Dvison Themanual should incluceadminstrative
and operational policiesand procedures for arees such as training reporting foed
as=ts OCAR customer ervice and other recurring operations Themanual should e
NnuMTered and ndeed andaocopydhould leprovced toeechaployes for raarargad

reference purposes.

Furthermore managarantshould require other dvsiornswithin thedgoaartmenit to

develop centralized, documented policies and procedures for the
ManagementsPlan of Acion Management totally agreeswith thisitemand

‘the findings Dgoending on resources thiswill ke dorne Alsowe may ask for helpfrom

City Auditor’s office in setting it up.

Timetable: 24 months
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5. Contract Execution
Criteria The City Charter, Section 502(C), requires that the mayor shall 'signall

contracts bonds or other iInstruments or documenits requiring theassent of or
execution by the City..."
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Conditon Thel®B8and 1990 maintenance contracts for the copier intthedmMsion
were not signed by the mayor. The contracts were signed by the di

Effect:

< Violation of city law.
< Potential for increased liability exposure to the City.

Cause: Inadequate review and understanding of city contracting

Recommendation: We recommend that management comply with the City
Charter and ensure that only authorized individuals sign contrz«

Management's Plan of Action: Management agrees and this will be c

Timetable: Immediately.

6. Training
Gritera Brployess should beafforded gpportuniiess for training toersure that the

Conditaon Administration Division enployess have Not recened adequiate training
tomaintainand yodate thar jdbddill leels veamployesinthesavenimarierdvsion

have received no type of formal training within the last two year:
Effect:

< Possibility of inadequately and improperly trained employees.

< Possible inefficiencies in job performance.

< Potential for inadequate evaluation of training and developme
Cause: Management had developed no formal procedure for perso
Recommendation: We recommend that management:

<  Baluatetheddilisand gualifications of currentarployess in orcer to identify
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currentand future training Nnesds of indmduals groys and thedvMsionasa

whole Foreanple computer training for the digpatcherswill benecessaryif
some of their operations are automated.

16
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<  Mantainacantralized record of training statistics for enployess so that this
INformation can e ussd to ackeouately analyz assessand evaluate training Nnescs

<  Dawlopavwritten policy onparsonrel traningand develoomant to ke included
aspartofthepolicesand proceduressmanual. Ataminimum tihe training should
provide the necessary instructons to carry out aparticular job assignment
However, the training may also be of abroader natureand pertain to the
development of additional skillsand responsibilities required for job
advancement and job promotion.

Management’s Plan of Action: Management concursasit relates toenployees
within the division or Administration.

Timetable: Within 12 months.
7. Fixed Assets

CriteriaFor not-for-profrt organizations assstsare crucial and in most cases
repreentasustantal investimenit for the organization Control over thexeitensis
NecsssAary ifmanecamant s to melke an effective contribuioN 1O resocurceMeneca e it
Therefore it isinportant that evidential matter provide sufficientand competant
assurance that assets physically exist and are properly reflected in

Condition: Reasonable assurance did notexist to ensure thatall fixed assets
as=a0ed to theadminstration dimisonwereacocourted for propartyand adeouately:
AFromasanple ofllassets traced from the foed ass=ts listing to the floorwe could Nnot
accounttfor7,or6®oofthe foed asets Wealsoattenpted totrace llassetsfromthe
floor to thefred ass=ts Iisting and discovered thait 2 (89 had no foed esssts tagsand
2 (18%) additional assets were not identified on the listing.

Wealso questioned the relishility and acauracy of the foed asts listing Foreanple

an asset was assigned, was incorrect for all the assets found.

ANally,an annual physical inentory of fied assets assigned to the administration
division was not performed in 1998.

Effect:
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< Fixed assets records are inaccurate and unreliable.
< Fixed assets are not identified as belonging to the City.
< Fraud, errors, or theft of assets may occur and not be detected
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Cause Aconplete physical invenitory had notbeen performed and the fieed asets
listing had not been properly updated.

Recommendation We recommend that management performaconplete physical
iINnventory of theadministration division and coordinate with the Accounting
Department to make the requiisite changes to the foed ass=ts listing toensure its
reliability and accuracy.

Management's Plan of Action: Management concurs.

Timetable: Within 12 months.

Prepared by:

Leanis L. Graham, CIA, CPA
Staff Auditor

Approved by:

Radford K. Snelding, CFE, CGFM, CIA
City Internal Auditor

LG jm

c: Mayor
CAO
City Attorney
City Council
Clerk of Council
External Auditor
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