Audit Committee
Meeting Agenda
Thursday, April 16, 2020
5:00 – 6:00 pm
Teleconference
A. Review and approval of meeting minutes – February 12, 2020
B. Status of Audit Work Plan Activity
 Central Services Department — Fleet Management Program
 Sheriff’s Office — Inmate Medical Services
 Public Utilities Department – Water Business Office
 Animal Services Department — Animal Shelter
o Interviews
o Survey Update
o Next Steps
C. Audit Process Approved January 2018
o Overview of audit process reviewed with departments
o Flow chart clarifying audit process
o Proposed agenda report clarifying the audit process
D. Water Business Office – Discuss audit report
o Audit Report including the department’s response
o Abbreviated Attachment of Additional Comments from department
o Original Memo from the Public Utilities Department
E. Updates
1. Risk Assessment
2. FY21 Operating Budget – Audit Mgmt. Software
3. 2020 Overview Commission

F. 2020 Audit Work Plan
 Proposed audits for 2020
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G. Next Meeting Date – TBD
Attachments:
1. April 16, 2020 - Meeting Agenda
2. February 12, 2020 Minutes for review
and approval
3. Audit Activity Status Update
4. Audit Process approved by the M&CJanuary 2018
4.1 Overview of audit process reviewed with
department directors before the audit
begins
4.2 Clarifying audit process flow chart
4.3 Proposed agenda report - clarifying
audit process

5. WBO audit report including the
department’s response
5.1 Additional comments from PUD
(abbreviated)
5.2 Additional comments from PUD
(original memo)
6. Audit Topics Under Consideration for
2020

NOTES:

Note: The Audit Committee Meeting is open to the public; however, public comments are not received unless
the Committee Chair requests that an individual provide information.
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AUDIT COMMITTEE MEETING MINUTES
Wednesday, February 12, 2020
Committee Members Present:
Commissioner Melissa Link, Committee Chair
Commissioner Patrick Davenport
Commissioner Allison Wright
Commissioner Ovita Thornton
Member(s) Absent:
Commissioner Russell Edwards

Visiting:
Blaine Williams, Manager
Deborah Lonon, Assistant County Manager
Josh Edwards, Assistant County Manager
Sara George, Managers Office
Jesse Evans, Board of Elections Chair
Michael Smith, Community Citizen

Staff:
Stephanie Maddox, Internal Auditor
Jill Arquette, Management Analyst
Takia Suarez, Temporary Assistant
Committee Chair Link called the meeting to order at 5:10 pm.
A. December Minutes:
Commissioner Davenport motioned for approval of the December Minutes. Commissioner
Wright seconded. All in favor.
B. Work Plan Update:
Internal Auditor Maddox provided a status update on the audit work plan:





Public Utilities Department – Water Business Office
Central Services Department – Fleet Management Division
Sheriff’s Office
Animal Services

C. Meeting Overview
Committee members discussed the Office of Operational Analysis’ FY21 budget. Internal
Auditor Maddox advised that the Operational Budget has been insufficiently funded and for
each year of the last five years a request for a transfer of funds from contingency has been
made.
Committee members discussed funding needs for an audit management software. OOA staff
presented results of a survey sent to members of the Association of Local Government
Auditors. The results indicated that the majority of auditing houses use TeamMate audit
management software.
Internal Auditor Maddox presented an update of the Overview Commission. The Commission
had formally voted on a hybrid approach to administrative support. The Commission asked
OOA to assist them with both setting up meetings with the departments and formally
submitting requests for documentation. The Overview Commission will have an outside
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vendor to assist them with public input, surveys, and other administrative tasks. They are
working on a contract with the Carl Vinson Institute to provide these services.
Commissioner Wright suggested that OOA staff track the number of hours they spend
conducting work for and on behalf of the Overview Commission.
Committee members discussed the implementation of the Risk Assessment Tool to assist with
the determination of the 2020 Work Plan.
Commissioner Davenport motioned for the deployment of the Risk Assessment Tool to all
departments and divisions of the Unified Government of Athens-Clarke County (Audit
Universe). Commissioner Thornton seconded the motion. Commissioner Link was in favor,
Commissioner Wright opposed.
Commissioner Wright motioned to move the March 11, 2020 Audit Committee meeting to
March 18, 2020. Commissioner Davenport seconded. All in favor.
The next Audit Committee meeting is scheduled for March 18, 2020, from 5 p.m. – 6 p.m. at City
Hall, Room 301.
Commissioner Wright motioned to adjourn the meeting. Commissioner Davenport seconded the
motion. The meeting adjourned at 6:12 p.m.
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AUDIT STATUS REPORT
DATE:

April 16, 2020

TO:

Audit Committee

FROM:

Stephanie Maddox, Internal Auditor
Office of Operational Analysis

SUBJECT:

Status of Work Plan Activity

The following table summarizes the current status of each audit according to audit stages. A description
of the audit stages is below the table.
WORK IN PROGRESS
Status
Audit

The percentage indicates the completion level

Clarke County Sheriff’s Office –
Inmate Medical Services
Contract

Pre-Audit Planning – 100% •
Discovery Stage – 90%
Analysis – 80%
Conclusions – 0%
Recommendations – 0%

Analyzing medical services
expenditures.

Public Utilities Department –
Water Business Office

Pre-Audit Planning – 100 % •
Discovery Stage – 100%
Analysis – 100%
Conclusions – 100%
Recommendations – 100%

Report Finalized.

Central Services Department –
Fleet Management Program

Pre-Audit Planning – 100% •
Discovery Stage – 95%
Analysis – 90%
Conclusions – 85%
Recommendations – 85%

Finalizing draft report

Animal Services Department –
Animal Control

Pre-Audit Planning – 95%
Discovery Stage – 40%
Analysis – 20%
Conclusions – 0%
Recommendations – 0%

•
•
•

Review employee survey data.
Review community survey
data.
Analyze data received through
document request

Completion
Forecast
April 2019

February 2019

April 2020

May 2020
(date may change
based on current
conditions due to
COVID-19)

AUDIT STAGES
Pre-Audit Planning: OOA staff conducts literature reviews, identifies benchmark communities, research best
practices, develops pre-audit survey(s), and requests documents related to the audit client. OOA staff conducts
pre-conference meeting with the audit client/department (Dept. Director); discuss the audit process, the timing of
fieldwork, and answer any questions.
Discovery: Interviews, information validation, observations and surveys. As this stage is critical to the
preparation of a complete and meaningful audit, it consumes the majority of time involved.
Analysis: Assigning meaning/value to the information; determining what it reveals related to the scope of the
audit. Defines systems, processes and practices in terms of effectiveness and efficiency.
Conclusions: Identifies and describes constraints and opportunities regarding developments and implementation
of needed improvements.
Recommendations: Suggests action that can be taken in consideration of the constraints and opportunities.

ATTACHMENT A

Audit Process
Approved by the Mayor & Commission
January 2, 2018

Office of Operational
Analysis (OOA) develops
workplan with input from
Audit Committee, Mayor,
Commission, and
Manager

Mayor & Commission
adopt workplan

Internal Auditor and
Audit Committee
discuss the scope of
specific audits

Audit is conducted in
accordance with
Government Auditing
Standards

Manager's Office
prepares written
response to the report,
typically within 30 days

The Final Draft Report
is distributed to the
Manager's Office

Preliminary findings
are presented to
Department Director
during the conduct of
the audit

Draft report is given to
the Department under
study to verify data and
findings

OOA notifies the
Audit Committee
the final report has
been submitted to
the Manager’s
Office for response

The final report and
response are issued
to the Audit
Committee

Audit Committee
discusses report at a
committee meeting

Internal Auditor
prepares an Agenda
Report listing the
recommendations
requiring Mayor &
Commission approval

ATTACHMENT B

Internal Audit Process
(Given to Department Directors and Reviewed together during first meeting before the audit begins)

Planning
The audit process begins with planning the audit. During this phase, the audit team will perform the
following:
• Notify the department of audit approved by the Mayor and Commission with agenda report
• Schedule Entrance Conference with Department
o Review agenda report with the audit client
o Review the scope and audit objectives
o Discuss who should be interviewed with the department director
• Develop a survey for the audit client
• Prepare information request list; submit to the audit client, HR, and Finance Department
• Receive an analyze survey results
• Prepare audit questions
• Receive and catalog documents submitted by departments
• Revise audit scope as needed
• Perform Risk Assessment*

Fieldwork
The second phase of the audit is called fieldwork. During this phase, the audit team will physically be onsite at the audit client’s location, performing the audit. The following are some of the procedures
generally performed during fieldwork.
• Continue review of supporting documentation
• Interview department personnel
• Perform analyses
• Identify anomalies
• Identify audit findings
• Write recommendations for improvement
• Schedule Exit Conference to review audit findings with the audit client; verify audit team
interpreted data discovered during the audit correctly

Reporting
The third phase of the audit is reporting. Prepare the written audit report, which summarizes and
communicates the audit results.
• Issue a draft report
• Audit client prepares written response and corrective action plan for findings
• Combine the draft report and management response
• Issue final report
 Report distribution:
o Audit Client (Department)
o Manager’s Office (if the department is under the manager’s purview)
 Audit Committee
 Mayor, full Commission, Clerk of Commission, and County Attorney
 OOA webpage
C:\Users\maddos\Desktop\Audit Committee mtgs\FY20\April 16 2016\Agenda Item 05-05-2020\2. Audit Process reviewed
with Departments before an Audit Begins - Attachment B - Copy.docx

ATTACHMENT C

Clarifying the Audit Process
2020

Office of Operational
Analysis (OOA) develops
workplan with input from
Audit Committee

Audit Committee and
Internal Auditor Develop
Audit Scope for each
Project

Audit Committee makes
recommendation to full
Commission for appproval
of the audit work plan

Entrance Conference is
scheduled with the
department before the audit
begins to discuss the audit
process

Audit is conducted in
accordance with
Government Auditing
Standards

Submit draft of audit report
to the department and the
Manager's Office for review
and written response.
Responses from both
typically received within 30
days

If necessary, make
corrections in the draft
report if errors are identified
during the Exit Conference
meeting discussion

At the conclusion of the
audit, an Exit Conference is
scheduled with the
department to discuss any
audit findings

After approximately 30
days, the department's
response is folded into
the audit report and
issued to the Audit
Committee

The Audit Committee
discusses the audit report at
the next scheduled
committee meeting

OOA notifies the
Audit Committee
the draft report has
been submitted to
the department and
Manager’s Office
f

The Internal Auditor
submits an official copy
of the audit report to the
Clerk of Commission for
submittal on the record at
the next M&C meeting.

Internal Auditor
prepares an Agenda
Report for the
recommendations the
Mayor & Commission
approves for
implementation

The Audit Committee
recommends the report to
the full Commission for
discussion.

THE UNIFIED GOVERNMENT OF ATHENS-CLARKE COUNTY
COMMISSION AGENDA ITEM
SUBJECT: Update the Process for Receiving and Reviewing Audit Reports
DATE:

April 9, 2020

BUDGET INFORMATION:
REVENUES: N/A
EXPENSES:
ANNUAL:
CAPITAL:
OTHER:
FUNDING SOURCE: N/A
COMMISSION ACTION REQUESTED ON: May 5, 2020
PURPOSE:
Provide a recommendation to the Mayor & Commission from the Audit Committee concerning
Athens‐Clarke County's process for receiving and reviewing reports from the Office of
Operational Analysis.
HISTORY:
In January 2018, the Mayor & Commission adopted a process for reviewing audit reports prepared
by the Office of Operational Analysis (Attachment A). In March 2020, the Manager's Office
brought to the audit team's attention a step in the audit process flow chart that would allow
departments undergoing an audit to view a draft of their audit report and verify data and findings
before the report is finalized. The audit team admits this step is confusing and is essentially a
duplication of efforts as the audit team's interpretation of audit findings are discussed, verified, or
clarified in person with the Director of the department during the Exit Conference at the end of the
audit (Attachment B). This agenda report corrects that error (Attachment C).
1. Office of Operational Analysis (OOA) develops a work plan with input from the
Audit Committee;
2. Audit Committee and Internal Auditor Develop Audit Scope for each Project;
3. Audit Committee makes a recommendation to the full Commission for approval of
the audit work plan;
4. Prior to the beginning of an audit, the audit team schedules an Entrance Conference with
department undergoing the audit to review the audit process, discuss the interview
schedule, and answer questions related to the audit;
5. The audit is conducted in accordance with Government Auditing Standards;
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6. At the conclusion of the audit, an Exit Conference is scheduled with the Director of the
department to discuss any Findings identified during the audit. (The purpose of the meeting
is to ensure that the audit team has correctly interpreted information collected during the
audit.);
7. If necessary, make corrections in the draft report if errors are identified during the Exit
Conference meeting discussion;
8. Submit a draft of the audit report to the department and the Manager's Office for review
and written response to audit recommendations.
 OOA notifies the Audit Committee the draft report has been submitted to the
department and Manager's Office for a response to audit recommendations.
9. After approximately 30 days, the department's response is folded into the audit report, and
the report is submitted to the Audit Committee for review;
10. The Audit Committee discusses the audit report at the next scheduled committee meeting;
11. The Audit Committee recommends report to the full Commission for discussion;
12. The Internal Auditor prepares an Agenda Report for the recommendations the Mayor &
Commission approves for implementation;
13. The Internal Auditor submits an official copy of the audit report to the Clerk of
Commission for submittal on the record at the next Mayor and Commission meeting.
FACTS & ISSUES:
The Audit Committee recommends several actions be added to the process, which is
depicted in Attachment C.
OPTIONS:
1. Approve the Audit Committee's recommendation to accept the Updated Audit Process as
depicted in Attachment C.
2. Do not approve the Audit Committee's recommendation.
3. Commission defined option.
DEPARTMENT RECOMMENDED ACTION:
Option 1
Approve the Audit Committee's recommendation to accept the Updated Audit Process as
depicted in Attachment C.
DEPARTMENT: Office of Operational Analysis
Prepared by: Stephanie Maddox

Stephanie Maddox

April 9, 2020
Date:
Page 2

ADMINISTRATIVE COMMENTS:
ADMINISTRATIVE RECOMMENDATION:
Manager

Date:

ATTACHMENTS:
Attachment A - Audit Process Flow Chart Approved by Mayor & Commission 01.02.18
Attachment B - Audit Process Reviewed with Department's before the audit begins
Attachment C - Updated Audit Process Flow Chart
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Athens-Clarke County
Water Business Office
2020
Stephanie Maddox, Internal Auditor
Office of Operational Analysis ♦ City Hall
301 College Avenue ♦ Suite 202
Athens, GA 30601 ♦ (706) 613-3012
www.accgov.com/operationalanalysis

The Office of Operational Analysis
(formerly the Auditor’s Office) was
created by the Athens-Clarke County
Unified Government Charter. In order
to maintain organizational
independence, the Internal Auditor
reports directly to the Mayor and
Commission. The Audit Committee
recommends proposed audit
assignments to the full Commission for
approval. The Audit Committee is
made up of five commissioners;
current members are listed on the right.

Mayor
Kelly Girtz
Mayor Pro Tem
Russell Edwards, District 7 Commissioner

Audit Committee
Melissa Link, District 3 Commissioner, Chair
Patrick Davenport, District 1 Commissioner
Allison Wright, District 4 Commissioner
Russell Edwards, District 7 Commissioner
Ovita Thornton, District 9 Commissioner

The Office of Operational Analysis is
responsible for examining and
evaluating the “fiscal affairs and
operations of every department, office,
and agency of the Unified Government
for the purpose of enhancing the
efficiency and effectiveness of
government operations for the benefit
of ACC decision makers as well as
members of the Athens-Clarke
community.”

Audit Staff

The Office of Operational Analysis
provides independent oversight of
county government through
independent audits and other reports.
Examples of the type of work the
office performs are strategic planning,
fiscal analysis, feasibility studies,
program evaluations, and staffing
reviews.

For a copy of this report contact us at:

Stephanie R. Maddox, Internal Auditor
Jill M. Arquette, Management Analyst

City Hall, Office of Operational Analysis
301 College Avenue; Suite 202
Athens, GA 30601
(706) 613-3012
An electronic version of this report can be viewed and
downloaded at the following address:
www.accgov.com/operationalanalysis

REPORT
Audit Report
Highlights
WHAT WE DID
The purpose of this audit was to determine
whether the WBO could improve the
efficiency of its operations, whether it could
increase customer service delivery, and to
provide an update on the implementation of
automated meters, or the Advanced
Metering Infrastructure System (AMI).

WHAT WE FOUND
In January 2018, the Mayor and Commission
approved an audit of the Athens-Clarke
County Water Business Office (WBO), as
part of the Office of Operational Analysis’
(OOA) annual work plan. The audit team
conducted the audit from February to
October 2019.
The audit team developed two surveys
during pre-audit planning. One survey was
advertised to the community. The purpose of
the survey was to learn how satisfied
customers were with the service provided by
the WBO. A total of 1,204 participants
completed the survey. Customer survey
respondents indicated the lack of
technological
advancements
was
inconvenient, which has created an adverse
opinion of doing business with the WBO.
The second survey was designed for
employees of the WBO and focused on
employee job satisfaction. One-hundred
percent of WBO employees completed the
survey. Employee survey responses
indicated that providing great customer
service was a priority.

HIGHLIGHTS

WHAT WE RECOMMEND

The scope is comprised of four main elements divided into four distinct chapters in this report. A
brief summary of the recommendation by chapter is listed below.

ELEMENT #1: Evaluate Internal Controls, to include the reliability of financial and operational
reporting.
Recommendations:
(1) The independent consultant should finalize the Operating Policies and Procedures and the
Water Business Office should implement them within the next 12 months.
(2) Update or replace the software to interact with the financial software used throughout
ACC.
(3) Provide extensive training on all facets of the H.T.E. software or purchase the financial
software used by other departments in ACC.
(4) Proactively pursue continuous improvement in technology, work practices, and processes
to eliminate the heavy dependency on other ACC departments and the software vendor for
technology support.
(5) Hire a financial/operations manager proficient in up-to-date ERP software to generate
utility reports, conduct financial analysis, communicate data across reporting levels within
the WBO and with other ACC departments as necessary, support WBO operations, evaluate
internal controls, and ensure the WBO becomes compliant with the Disposition of
Unclaimed Property Act O.C.G.A. Section 44-12-190.
(6) Implement an updated billing system improving the speed and efficiency of the billing
process.
ELEMENT #2: Update on the progress of the implementation of the Advanced Metering
Infrastructure System (AMI).
Recommendations:
(7) Continue to enhance the AMI system to reduce misreads and the lack of polling by either the
installation of additional collectors or by other means.
ELEMENT #3: Identify opportunities to improve customer service delivery and efficiency.
Recommendations:
(8) Establish standard customer procedures that all staff adhere to.
(9) Empower the Solid Waste staff by training them on how to create accounts, take and post
payments, and to assist during high levels of account activity.
(10) Controlled parking or additional parking spaces are needed for customers.
ELEMENT #4: Opportunities to improve existing process. Compare current function of the
WBO to similar water utilities with consideration of industry best practices.
Recommendations:
(11) Technological enhancements are necessary to improve customer satisfaction.
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Office of Operational Analysis
City Hall ♦ 301 College Avenue ♦ Suite 202 ♦ Athens, GA 30601
706-613-3012 ♦ www.accgov.com/operationalanalysis

Date: February 10, 2020
To:

Glenn Coleman, Interim Director, Public Utilities Department

Re:

Audit of the Water Business Office

Enclosed is our draft of the audit of the Water Business Office. This report was conducted in
accordance with Article IV, Section 4-104, and Article VII, Section 7-410 of the Charter of the
Unified Government of Athens-Clarke County, Georgia, and the ordinance and the policies
guiding the conduct of reviews.
Audit Results begin on page 4 of the report; Audit Objectives, Scope, and Methodology are located
in Appendix A on page 25. This report contains 8 findings and makes 11 recommendations for
improving operations, internal controls, customer service delivery, and management of the WBO.
We would like to thank the Public Utilities Department (PUD) Director and Assistant Director.
We also want to thank the WBO staff for their cooperation throughout the audit. We believe this
was a successful audit, and that is due in large part to the commitment the PUD made to the project.
We also want to thank Information Technology, Solid Waste, Finance, Transportation and Public
Works/Stormwater Division, and the Geospatial Informational Office for their cooperation during
this audit. Last, we want to thank the Gainesville Department of Water Resources for allowing the
audit team to conduct an observation of their water utility service delivery.
Respectfully submitted,
Stephanie R. Maddox, Internal Auditor
cc: Frank Stephens, Public Utilities Director;
Interim Director, Transportation and Public Works Department
Blaine Williams, Manager
Deborah Lonon, Assistant Manager
Josh Edwards, Assistant Manager
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EXECUTIVE SUMMARY
INTRODUCTION
The Office of Operational Analysis (OOA) has completed the audit of the Water Business Office
(WBO). Audit field work was performed during the period of February through October 2019.
The Athens-Clarke County Water Business Office is a division of the Public Utilities Department
(PUD). The WBO serves a population of over 127,000 residents. The WBO provides customer
service, billing, and field services to approximately 42,000 customers. The sewer system serves
approximately 28,000 consumers. According to the PUD webpage, the WBO provides wastewater
collection and treatment to approximately 75 percent of the residential population, as well as all
industrial and commercial customers. There are 1,297 miles of pipe (810 miles of water pipe and
487 miles of sewer pipe) and 40,154 meters in Athens-Clarke County. The WBO issues and
collects bills for water and wastewater treatment services (Public Utilities Department),
stormwater fees (Transportation and Public Works' Stormwater Management Program), and refuse
and recycling collection inside the urban service district (Solid Waste Department).
According to the FY19 Annual Operating and Capital Budget document, the mission of the Public Utilities
Department is to provide general services relative to maintaining the financial stability and operational
quality and integrity of the Water Treatment/Distributional and Wastewater Treatment/Collection
systems

BACKGROUND
The ACC WBO is organized into three distinct functional areas illustrated in Exhibit 1. The
functional areas include:
1. Customer Service
2. Billing
3. Field Services
Customer Service
• Accepts and processes applications for service
• Processes payments received in-person, mail, or drop box for water, sewer, storm
water, and solid waste services
• Accepts and processes requests for the start, stop, and transfer of water, sewer, and
solid waste services
• Processes leak adjustments
Billing
• Processes readings from meters submitted through the AMI system or by manual reads
• Processes bills for residential and commercial customers
• Processes work orders for Field Services personnel
• Processes billing for septage disposal at the Cedar Creek Water Reclamation Facility
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•

Processes solid waste billing for residential and commercial customers within the urban
service district

Field Service
• Manually conducts meter readings
• Troubleshoots misreads (unreported water consumption or unusually low or high water
levels
• Turns water service on or off due to start, stop, transfers, and termination of service for
delinquent accounts
The Water and Sewer Enterprise Fund accounts for the operations of the water distribution and
sewer collection system. PUDs operating expenses for FY19 totaled $40,848,243; net revenues
were $15,551,097. The FY19 budget estimated a planned increase to water and sewer rates, which
equated to an increase of approximately $2.68 per month for the average customer generating
approximately $52.2 million for FY19. Revenue provides funding for operating expenses, debt
service, and capital projects needed to maintain the water and sewer system.
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Exhibit: 1
Organizational Chart
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AUDIT RESULTS
The audit scope consists of four distinct areas, which include:
•
•
•
•

Internal Controls
Advanced Metering Infrastructure (AMI)
Customer Service
Process Improvements

This report highlights the strengths of the WBO. It also suggests multiple recommendations to
enhance performance further - many of which are already underway.

INTERNAL CONTROLS
Success(s): In general, internal controls were
sufficient over cash handling and safeguarding of
Strengths
assets.
• In general, internal controls were sufficient over cash handling.

The audit team identified three areas that would benefit from improved or updated internal
controls.
1. Policies and Procedures
2. Outdated Technology
3. Customer Billing Process
Policies and Procedures
Internal controls are policies or procedures put in place to safeguard assets, provide reliable
financial information, promote efficient and effective operations, and ensure policy compliance.
Finding (1): No formal policies or procedures are in place at the WBO.
Up-to-date Standard Operating Procedures (SOPs) contributes to a strong governance structure.
Well-documented, comprehensive, up-to-date policies provide employees with a clear idea of their
responsibilities and how their subsequent performance helps the WBO achieve its goals overall.
The WBO currently does not have a process in place to evaluate continued effectiveness within
the division. The division lacks formal policies and procedures resulting in weak internal controls
in areas like delinquent accounts, returned checks, and customer refunds. The WBO does not
address delinquent utility accounts regularly or consistently by billing cycle, allowing customers’
bills to add up for months before requiring a payment. Another example is returned checks are not
processed on a regular schedule causing the end of day totals to be out of balance with data
generated by the Finance Department. Also, there is inconsistency in processing customer refunds
according to multiple responses by staff. These issues lead to negative financial exposure. The
WBO currently is not in compliance with the Disposition of Unclaimed Property Act, O.C.G.A.,
Section 44-12-190, which defines unclaimed property as accounts held by financial institutions
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and other businesses who have lost contact with their owner of record. According to the
Department of Revenue, all accounts with unclaimed balances after five years should be reported
to the state. A concerted effort is not made to send customers refunds to customers. Approximately
11,000 customers are owed almost $400,000 in unclaimed balances.
The WBO should establish Existing policies and procedures (P&Ps) available to staff are located
in a 3-ring notebook and contain policy iterations disseminated from various departments dating
back to 1993.
In FY14, the Public Utilities Department hired an independent consultant to review and develop
Operating Policies and Procedures for the Water Business Office. Despite receiving a little over
$200,000 ($206,500) over six years, the consultant had not completed the policy manual by the
submission date of this audit report.
The audit team was curious about the commonality of outsourcing for the development of
departmental operating policies and procedures. The audit team created and disseminated a onequestion survey about departmental policies and procedures to approximately 45 ACC
departments, including those headed by an elected or appointed official. Fifty percent of the
departments responded to the survey. Of those who responded, more than half (55%) stated their
department has formal SOPs and P&Ps. One-hundred percent of the survey respondents stated
their policies and procedures are written internally by staff. Collectively between the Assistant
Director and three WBO supervisors (Superintendent, Operations Coordinator, and Customer
Service Supervisor), they have over 100 years of experience working for the ACC WBO. It is
unknown why the WBO chose not to write its policies and procedures manual(s) in-house like
other ACC departments. Given that monthly rates and charges paid by utility customers fund
operations, as well as maintenance and repair and replacement of the water distribution system,
the consultant should finalize the project immediately.
Recommendation:
(1) The independent consultant should finalize the Operating Policies and Procedures, and
the Water Business Office should implement them within the next 12 months.
Outdated Technology
Finding 2:

WBO software is outdated.

Selecting the best software or Enterprise Resource Planning (ERP) system is one of the largest
projects an organization can undertake due to the impact on how work is conducted, the way in
which day-to-day tasks are accomplished, and the impact on customer service delivery. The appeal
of an ERP system is that the software integrates data, functions, and departments across the entire
organization. In addition, ERP systems can automate manual tasks, allow users to produce and
access information in real-time, and share data throughout the organization.
The ERP system used by the WBO is called H.T.E. According to staff, it is outdated and has
limited capabilities. Also, H.T.E. requires significant manual data entry, is unable to perform
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generic queries, is not user friendly, and is unnecessarily cumbersome. In 2007, the majority of
ACC departments migrated to a new ERP system called EDEN (which was still the primary ERP
system in place at the time of the audit). The WBO made a decision not to upgrade its software
along with ACC departments, and to continue using H.T.E. The decision has created challenges
both for the WBO and for other departments because of the incompatibility of the two software
programs. No specific reason was provided to the audit team as to why the WBO had not updated
its technology in almost two decades other than that a small group of employees is familiar with
the software program.
The old, underperforming H.T.E. system presented other challenges over the years. For example,
as technology evolved, up-to-date software systems offered programs that are not available
through H.T.E. To keep up with advancements, WBO personnel must request a custom report from
the software vendor.
Despite the continued use of H.T.E., the audit team could not identify one employee within the
WBO who was proficient with the software. In an effort to meet their specific needs, the WBO
paid to have H.T.E. customized whenever a specific function was desired. Basic reports that should
be generated by the WBO are being generated by other ACC departments. On some occasions, the
WBO staff requests additional assistance from the Finance Department. The WBO should not be
dependent on the software vendor or other ACC departments for the generation of basic reports.
Over the years, the H.T.E. system has been extensively customized to be able to generate standard
reports and templates that were not included in the initial software program. An essential
component unavailable with the H.T.E. system is a user manual. Employees within the WBO do
not have access to comprehensive guides to familiarize themselves with the full extent of the
software’s capabilities. A lack of training and knowledge of the H.T.E. customized system will
continue to result in more unnecessary and time-consuming processes to extract necessary data.
Recommendation(s):
(2) Update or replace the software to interact with the financial software used throughout
ACC.
(3) Provide extensive training on all facets of the H.T.E. software or purchase the financial
software used by other departments in ACC.
(4) Proactively pursue continuous improvement in technology, work practices, and
processes to eliminate the heavy dependency on other ACC departments and the
software vendor for technology support.
(5) Hire a financial/operations manager proficient in up-to-date ERP software to generate
utility reports, conduct financial analysis, communicate data across reporting levels
within the WBO and with other ACC departments as necessary, support WBO
operations, evaluate internal controls, and ensure the WBO becomes compliant with
the Disposition of Unclaimed Property Act O.C.G.A. Section 44-12-190.

Customer Account Billing
Finding 3:
The customer billing process is time-consuming and inefficient.
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Water meter billing is a critical part of the management and oversight of the delivery of water to
ACC citizens. The Billing Unit is part of the WBO and has three staff:
1- AMI Analyst, Supervisor
2- Billing Technicians
The WBO uses the H.T.E. system to execute daily billing processes. The H.T.E. billing system
serves as the data repository for meter readings and billing information. Current billing processes
and technology are outdated, which results in inefficient use of manpower and a waste of resources.
For example, the WBO still uses green bar paper and prints reports daily that are 700-900 pages
in length. Two employees manually read through the 700–900 pages of documentation daily to
search for discrepancies. Updated billing software would enhance the process allowing queries to
be generated, which would reflect any exceptions, limiting the number of man-hours necessary to
review data.
Bills are outsourced through Arista, a third party distributor, and then mailed to customers. Issues
occur when customers fail to notify WBO personnel of address changes, which increases
unnecessary workload by requiring WBO personnel to research a potential new address and
remailing of bills. Paperless billing would reduce discrepancies in incorrect addresses and the
amount of returned mail received by the WBO.
Not only is the current billing process time intensive, but it is also costly. The department spent
an average of $167,000 on postage each year between FY14 and FY18 (approximately 30% of the
WBO operating budget). If the WBO offered paperless billing to customers, postage fees would
decrease, thus cutting down on paper usage and reducing the level of rate increases to cover
operating costs.
Recommendation:
(6) Implement an updated billing system improving the speed and efficiency of the billing
process.

ADVANCED METERING INFRASTRUCTURE (AMI)
Strengths
•
•

•

The AMI project was complete $763k below budget.
Through attrition, no jobs were lost due to the automation of the system.
The approved contract included 100% coverage - ensuring that all software, hardware, and change
outs were covered.

Finding 4:

The implementation of the AMI technology is complete. Public Utilities
completed the installation of the project in November 2019.

The AMI allows both customers and the WBO to know exactly how much water is being
consumed.
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Prior to 2008, PUD employed 10 Meter Readers in the field service area who were responsible for
performing manual meter readings of every water meter. Meter Readers were required to meet a
quota of 225 meter readings per day. Reading meters manually consists of driving to each meter
address, locating the meter on the property, and entering a 10-digit account identifier, found on the
meter, into a handheld device. Meter reading data was not downloaded into the financial system
until the Meter Readers returned to the WBO at the end of the work day. The audit team found
that the field services staff are still being required to meet a quota of 225 meter readings per day
even after the installation of the AMI. This is an inefficient use of time as the purpose of the AMI
system was to reduce the number of manual readings necessitated by the former system.
In 2008, the Mayor and Commission approved $5,000,000 to fund an Automated Meter Reading
system (AMR). Water meters measure how much water customers use; the WBO then uses this
information to calculate customer billings. As meters age, they tend to run slower and may not
measure all the water going through them. New meters offer increased accuracy of water
consumption. Per industry guidelines, the meters should be replaced every 15-20 years, sooner if
needed. From both a customer and the utility point of view, metering is a valuable aid to water
conservation efforts.
From 2015 to 2019, PUD installed over 40,000
AMI meters. AMI allows both customers and the
WBO to know exactly how much water is being
consumed. The new technology was expected to
eliminate time-intensive manual processes and
reduce meter reading errors. A significant enhancement of the AMI technology is the timely
identification of leaks. With automated meters, the WBO has the ability to detect leaks early,
contact customers, and provide assistance with identifying leaks while simultaneously reducing
the need for manual meter readings. This information can assist in conserving water and saving
money.
The objective of the installation of advanced
meters was to provide a digital reading of
water consumption as well as facilitate
meter reading and billing for the WBO.

During its installation, the AMI’s system ran parallel with H.T.E. to serve as a check and balance
for meter readings. For example, if the AMI system reported abnormalities for an account’s
meter read, (unusually low or high water consumption) or a missed read (the meter did not
import consumption data to the collector), the reading would be compared to the customer’s
history report which was run in H.T.E. If necessary, Field Service Technicians manually read the
meter to ascertain the reason behind the exception or misread.
Meters are read according to 11 billing cycles. Exhibit 2 shows the location of each of the 11
billing cycles, and Exhibit 3 shows the number of meters within each cycle as of June 2019.
Exhibit 4 indicates the location of AMI collectors across Athens-Clarke County. During the time
of the audit, there were a total number of 40,154 meters. The total number of meters fluctuates
as new meters are installed and meters that are old or are no longer in use are removed, resulting
in continually changing numbers.
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Exhibit: 2
WBO Meter Cycles

Exhibit 2 is an illustration of the location of cycles (as of June 2019). The meter reading function
is divided into 11 billing cycles.
Exhibit: 3
Number of Meters in each Cycle

Meter Cycle
Number
1
2
3
4
5
6
7
8
9
10
11
Total # of Meters

Number of Meters
within Cycle
3,981
4,814
4,937
4,187
3,137
3,543
3,638
2,315
4,241
2,344
3,017
40,154
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Exhibit: 4
AMI Collector Locations in Athens-Clarke County

Recommendation:
(7) Continue to enhance the AMI system to reduce misreads and the lack of polling by
either the installation of additional collectors or by other means.
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Exhibit: 5
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CUSTOMER SERVICE
Strengths
•

The WBO line staff is committed to providing excellent customer service.

The Public Utilities Department does not have established performance measures to track customer
service delivery.
Exhibit: 6
Public Utilities Performance Measures

FY19 Annual Operating and Capital Budget

Exhibit 6, submitted by PUD for the FY19 Budget, is an illustration of the goals and outcomes
tracked by the department between FY13 and FY17. As illustrated, infrastructure, economic
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productivity, and public health are measured. The department has not established performance
measures for the WBO, specifically customer service delivery or employee development.
Customers expect convenience and readily available up-to-date account information.
Finding 5:

Customer service procedures lack consistency.

When two or more customers bring identical issues or concerns to WBO personnel, those
customers should each receive the same answer, despite bringing it to the attention of different
employees.
While some procedures are performed consistently “I called SEVERAL times to inquire about a
among staff, there are times that customers do not water leak and extremely high water bill. The
receive a consistent response from staff. For first person they sent to check it never
example, customers seeking payment assistance reported back and different representatives
may receive one answer to their question from an gave different information. It took about 4
employee then ask the same question of another calls to finally get answers over 2-3 weeks.”
employee only to receive a different response.
Customers become frustrated when they receive different responses from staff. Failure to establish
and maintain formal training, guidance, and direction will result in continued inconsistencies in
service provided to customers.
The end-to-end customer lifecycle (establish service-change service-end service) provides
opportunities to improve the customer experience at each stage. Providing consistency throughout
the process enhances the overall customer experience.
Recommendation:
(8) Establish standard customer procedures that all staff adhere to.

Finding 6:

ACCUG departments are not afforded the opportunity to collaborate with the
WBO staff to maximize customer service.

The WBO needs to leverage opportunities to work collaboratively with other ACC departments to
benefit customers.
For example, the billing of approximately 10,000 customers for refuse and recycling collection
within the urban service district of Athens-Clarke County (which encompasses the former city
limits of Athens) is conducted by the Water Business Office.
Water Business Office personnel conduct the following on behalf of Solid Waste to include refuse
only accounts:
•
•
•

Establishment of new refuse collection and recycling services.
Accepts payments and creates daily reports.
Termination of services.
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•
•
•

Implementation of a “force off” to close an account that was not properly closed prior to a
new tenant moving in.
Change of garbage level from a larger trash receptacle to a smaller receptacle or vice versa.
Sells trash bags and stickers for receptacles.

Work orders are sent to Solid Waste through the billing system (H.T.E.) that is used by both Solid
Waste and the Water Business Office. Solid Waste personnel have the ability to enter adjustments
on the customer’s account but are unable to post the adjustment. Allowing Solid Waste personnel
to post adjustments would provide assistance and eliminate the task undertaken by WBO
personnel.
Refuse only accounts are set-up by the Water Business Office
From mid-July through mid-August, approximately 15,000 water utility accounts are opened,
closed, or transferred due to college students returning to Athens or moving to a new residence
prior to the start of the Fall Semester at the University of Georgia. In addition to servicing water
utility accounts, the WBO has the ability to set-up refuse and recycling accounts for customers
located within the Urban Service District. Due to the large volume of customer activity, in an
effort to reduce customer wait times, Solid Waste staff have volunteered to assist the WBO with
setting up customer accounts in order to reduce customer wait times. For example, while waiting
in line for service at the WBO, Solid Waste staff educates customers living in the urban service
district on refuse and recycling account options.
Recently, in 2019, the Water Business Office agreed to accept assistance from the Solid Waste
Department during this busy time.
Recommendation:
(9) Empower the Solid Waste staff by training them on how to create accounts, take and
post payments, and to assist during high levels of account activity.
Customer Satisfaction
The Customer Satisfaction Survey results indicate that residents in the community are not
satisfied with the lack of modern technology available at the WBO. The population of AthensClarke County continues to grow, and the WBO has not increased staffing to sufficiently handle
the increase of residents. During the audit period, the WBO did not have a sufficient number of
Customer Service Representatives (CSRs) to assist walk-in customers as well as customers
calling the WBO for account assistance. According to staff, customers calling the WBO become
upset due to being placed on hold for a long time while the CSR assists walk-in customers and
vice versa.
By updating the WBO software to allow customers to manage all facets of their accounts
electronically without having to physically enter the WBO would reduce the frustration of the
customers. Customers should be able to start/stop/transfer service, check the status of their
account, and pay bills online, either by mobile app or by use of an interactive voice response

14

system (IVR). Updated technology that allows customers the ability to manage their accounts
electronically would reduce the workload for the staff and the need for additional employees.
Employee Satisfaction
Employee satisfaction is a measure of workers' contentedness with their job, whether or not they
like the job or individual aspects or facets of jobs, such as the nature of work or supervision.
The audit team distributed an online employee survey to WBO staff to gain insight into employee
job satisfaction. The survey consisted of questions related to roles and responsibilities,
communication, technology, management, service delivery, training and operational processes.
One hundred percent of WBO employees completed the survey. Customer service and working
with the public were rated as the most liked aspects of the employee’s jobs.
Management is comfortable with existing processes and leadership is reluctant to change.
Employees in Customer Service, Billing, and Field Services all stated that the WBO supervisors
are not open to suggestions. According to staff, morale is low due to the lack of support they
receive from management whether in job development or day-to-day tasks. For example, when
the WBO is busy, management does not take the initiative to answer phone lines or assist
customers at the front counter.
Training
There is no established formal training program for customer service, AMI, or succession
planning.
Customer service training consists of various screenshots photo-copied and given to new
employees as a step-by-step reference to common requests. While some procedures are performed
consistently among staff, there are often times that staff develops their own individual procedures
for completing tasks. When there is not a standardized way of delivering customer service,
customers suffer. Customers become frustrated when answers are not consistent.
Training that was offered for AMI was done far in advance of the actual implementation of the
system making it ineffective.
Many of the management positions are currently filled by employees that have been with the WBO
for over 25, 30, or 40 years and there is no succession plan in place. Succession planning is needed
to prepare capable employees by increasing their experience and helping them to attain the
knowledge, skills, and abilities that will prepare them for the management roles as they become
available.
According to the Employee Satisfaction Survey, the lack of on-the-job training and opportunities
to cross-train has caused discord with most employees. Updated SOPs and P&Ps will provide
consistencies in training and the performance of employee duties.
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When asked to rate their experience with training, professional development, cross-training,
opportunities for promotion, and office morale, the majority of employees are dissatisfied.
Exhibit: 7
Question 3 of the Employee Satisfaction Survey

Finding 7:

Customer parking is inadequate.

The WBO has seventeen parking spaces for its customers. Audit team field observations of the
parking conditions determined that the average customer transaction inside the WBO was four
minutes. Despite swift customer service, the parking available to customers was regularly
inadequate due to a combination of customers, county vehicles, vendors conducting business with
the WBO, and residents conducting business somewhere other than the WBO parking in the WBO
lot.
According to the customer satisfaction survey respondents, when asked, “How would you rate the
convenience of parking when paying in person?” 22% of the 58% of respondents replied that they
would rate the parking as poor.
The audit team observed a day of high vehicle traffic as vehicles continued to enter and exit the
parking lot. Increased activity in the parking lot resulted in vehicles attempting to turn around in
the lot, causing more congestion due to the limited space. One vehicle continued into the DO NOT
ENTER area backwards and proceeded the entire length of the side parking lot onto Lumpkin
Street. The average time WBO customers spent parked in the lot was three and a half minutes.
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Exhibit: 8
Ariel Photo of the WBO and Adjacent Parking Lot

Recommendation:
(10) Controlled parking or additional parking spaces are needed for customers. A single
entrance and separate exit both with gates would assist with parking issues.

PROCESS IMPROVEMENTS
Strengths

•

During the course of the audit, the WBO introduced a new tool for customers called WaterSmart. The
WaterSmart program allows customers to monitor water usage and identify leaks before they become
a serious issue.

WaterSmart is a self-service platform that equips customers with the technology to monitor and
manage their water bill. Customers use their account number to register and gain access to
the WaterSmart portal. Once registered, customers have the ability to customize their profile
preferences, such as setting alerts for daily consumption and possible water leaks.
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Neighboring communities follow procedures similar to the WBO with some notable differences.
Exhibit 9 illustrates the following comparisons between neighboring water utilities and the ACC
WBO.
Exhibit: 9
Comparison between ACC WBO and Neighboring Communities
Services

Counties
ACC

2018 Census Population Estimate 127,330
1. Paperless billing
2. Start service online
3. Online stop or transfer service
4. Update personal information
5. Refund and deposit policy clearly stated on webpage
6. After hours emergency (24/7,365 days)

Gwinnett

Jackson

Madison

Oconee

Barrow

927,781

70,422

29,650

39,272

80,809

●
●
●
●
●
●

●

●

●

●
●
●
●

●
●
●
●

●

●
●
●

●
●

●
●
●
●
●
●
●
●

●
●
●
●
●

●

7. Water rate information stated online
Leak adjustment education or acct. adjustment
8. Payment options
Online payment without fee
USPS Mail
In-person

●
●

Over the phone with Customer Service
Auto draft from bank account

●

Auto draft with credit card
Text message payment
Pay-by-phone automated service

●
●
●
●
●
●
●
●

●
●
●
●
●

●

●
●
●
●
●
●

To gain a better understanding of the services offered by other municipalities, the audit team
contacted neighboring utilities. As the illustration shows, other utilities representing populations
between approximately 30,000 and 1 million residents offer customers more payment options as
well as additional conveniences such as the ability to start, stop, or transfer service online and an
after-hours emergency number.
Finding 8:

Customer Satisfaction Survey results indicate customer expectations are not being
met.

The inefficient processes and systems in place during the time of the audit negatively affect the
customer satisfaction levels of the WBO.
Throughout the employee survey, customer satisfaction survey, and interviews that were
conducted during the audit period, one topic rose to the top with the highest level of importance –
customer service. The staff of the Water Business Office strives to provide excellent customer
service, and the customers expect to receive the same. Unfortunately, there are areas that hinder
the staff’s ability to provide the level of service both they and the customer desire.
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Customers expect to have the ability to conduct most facets of business electronically, whether it
is receiving a paperless bill, registering for service, or making a payment. In the customer
satisfaction survey, out of 1,110 responses to Question 9, “If you currently do not pay your bill
online, would you be more likely to do so if the $2.50 fee was waived?” 754 respondents (67.93%)
replied yes.
Further, customers expect to be able to utilize these services online using credit cards, e-checks,
phone, or a mobile application. Following are just a few quotes from the customer satisfaction
survey:
“I can't link my bank payment center to the bill as the WBO uses too antiquated
of a system. I can't even get a paperless bill from y'all.”
“Why don't you accept CREDIT cards?????? ACC Water is the only utility I've
ever had that doesn't accept CC payments. Seems ancient”
“CAN NEVER SET UP ANYTHING ONLINE! IT IS SO FRUSTRATING- YES I’M
MEANING TO TYPE IN ALL CAPS DUE TO FRUSTRATION AND ANGER WITH
THE CRAPPY ONLINE SYSTEM”
Exhibit: 10
Processing Fee for Online Payment

Q9: If you currently do not pay your bill online,
would you be more likely to do so if the $2.50
fee was waived?
80%

800

60%

600

40%

400

20%

200

0%

0
Yes

No
Percentage

I already pay my
bill online
Answered

Additionally, when asked in the same survey how important is it for the customer to be able to pay
their monthly bill online by phone using a credit card, out of 1,111 responses, 72% of customers
responded that it was moderately-extremely important to be able to pay by phone or online using
a credit card.
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Exhibit: 11
Online Credit Card Payments

Q10: How important is it to you to be able to pay
your monthly water bill using a credit card
online or by phone?
50%

500

40%

400

30%

300

20%

200

10%

100
0

0%
Extremely
Very
Moderately Slightly Not at All
Important Important Important Important Important
Percentage

Answered

Recommendations:
(11) Recommendation: Technological enhancements are necessary to improve customer
satisfaction.
The most influential examples are:
• Proactive alerts — notifications via text or email when trending towards higher usage.
• Interactive Voice Response (IVR) technology, which will allow customers to pay via telephone
to an automated system.
• Pay bill online with a credit card or e-check without a processing fee.
• View account activity in real time.
• Start, transfer, or stop service electronically and receive a confirmation number immediately
indicating receipt of the form.
• Card scanners installed at each CSR station for the processing of credit card payments.

Industry Comparison
The audit team conducted a field observation of the City of Gainesville Department of Water
Resources (GDWR), Gainesville, Georgia, because its population is similar to Athens-Clarke
County, staffing of the GDWR in relation to the number of meters being read and the number of
customers being served is comparable to the ACC WBO (see Exhibit 12), they use an AMI system,
and they have received positive reviews on customer service.
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Exhibit: 12

In 2010, GDWR began the process of improving service by implementing an AMI system. The
system can be managed remotely, allowing staff to update information from the office, process ondemand readings, restore power, and more. The department began the AMI installation with
35,000 meters and 3 tower gateway base systems (TGBs). In 2013, they added an additional 24,000
meters and 3 more TGBs.
GDWR currently has over 56,000 meters, and over 50,000 of those are AMI meters. The
department has roughly 6,500 remaining meters that they plan to upgrade to AMI. The AMI
installation is estimated to be completed by the end of 2019. Gainesville began implementing the
AMI project over nine years ago and has been gradually expanding the system as budgeting has
allowed.

CONCLUSION
Opportunities exist to improve customer service delivery and improve employee engagement.
The overarching takeaway from the customer satisfaction survey is survey respondents expressed
dissatisfaction with limited technology options available at WBO. Specifically, customers want a
paperless billing option, the ability to see account activity in “real” time, and the most commented
request by survey respondents was the ability to make payments online without paying a
processing fee. To address these issues, the WBO should explore a “customer friendly” billing
system immediately, update its existing technology (H.T.E.) to streamline processes within the
WBO, which is not only out of date, staff state it is not user friendly, and the WBO is overly reliant
on other departments to generate advanced reports.
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The WBO should also develop a rigorous succession plan for employees. Collectively, the
supervisors in the WBO have almost 100 years of service with ACC. The next generation must be
prepared to take over when seasoned employees retire. Employees expressed a desire in learning
useful functions on the Microsoft Platform. Last, employees in the WBO and the Meter
Management Division both expressed an interest in cross-training on new product rollouts. For
example, when the AMI meter installation process began, WBO staff received limited training and
communicated limited information with customers. Conversely, when Meter Management met
with the same customer in the field to address an issue, the explanations were different from those
provided by WBO staff. Both divisions acknowledge the intention to communicate the same
message but stated they understood how customers became frustrated and confused.
Commendably, both divisions expressed an interest in communicating a consistent message to
improve customer service.
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SUMMARY OF FINDINGS AND RECOMMENDATIONS
Internal Controls
Finding 1: No formal policies or procedures are in place at the WBO.
1. Recommendation: The independent consultant should finalize the Operating Policies and
Procedures and the Water Business Office should implement them within the next 12 months.
Finding 2: WBO software is outdated.
2. Recommendation: Update or replace the software to interact with the financial software
used throughout ACC.
3. Recommendation: Provide extensive training on all facets of the H.T.E. software or
purchase the financial software used by other departments in ACC.
4. Recommendation: Proactively pursue continuous improvement in technology, work
practices, and processes to eliminate the heavy dependency on other ACC departments and
the software vendor for technology support.
5. Recommendation: Hire a financial/operations manager proficient in up-to-date ERP
software to generate utility reports, conduct financial analysis, communicate data across
reporting levels within the WBO and with other ACC departments as necessary, support
WBO operations, evaluate internal controls, and ensure the WBO becomes compliant with
the Disposition of Unclaimed Property Act O.C.G.A. Section 44-12-190.
Finding 3: The customer billing process is time-consuming and inefficient.
6. Recommendation: Implement an updated billing system improving the speed and
efficiency of the billing process.
Advanced Metering Infrastructure (AMI)
Finding 4: The implementation of the AMI technology is complete. Public Utilities completed the
installation of the project in November 2019.
7. Recommendation: Continue to enhance the AMI system to reduce misreads and the lack of
polling by either the installation of additional collectors or by other means.
Customer Service
Finding 5: Customer service procedures lack consistency.
8. Recommendation: Establish standard customer procedures that all staff adhere to.
Finding 6: ACCUG departments are not afforded the opportunity to collaborate with the WBO staff
to maximize customer service.
9. Recommendation: Empower the Solid Waste staff by training them on how to create
accounts, take and post payments, and to assist during high levels of account activity.
Finding 7: Customer parking is inadequate.

23

10. Recommendation: Controlled parking or additional parking spaces are needed for
customers. A single entrance and separate exit both with gates would assist with parking
issues.
Process Improvements
Finding 8: Customer Satisfaction Survey results indicate customer expectations are not being met.
11. Recommendation: Technological enhancements are necessary to improve customer
satisfaction. Some examples are:
• Proactive alerts — notifications via text or email when trending towards higher usage.
• Interactive Voice Response (IVR) technology, which will allow customers to pay via telephone
to an automated system.
• Ability to pay bill online with a credit card or e-check without a processing fee.
• View account activity in real time.
• Start, transfer, or stop service electronically and receive a confirmation number immediately
indicating receipt of the form.
• Card scanners installed at each CSR station for the processing of credit card payments.

24

APPENDIX A

OBJECTIVE, SCOPE, AND METHODOLOGY
Objective
Following are the objectives of the audit:
♦ Are there any internal control weaknesses related to the adequacy of operating controls
and operation procedures
♦ A status report on the implementation of the Advanced Metering Infrastructure System
(AMI)
♦ Is the WBO meeting customer service delivery expectations
♦ Are WBO employees satisfied with their job, supervisor, and work environment

Scope
The scope of the audit covers the period FY14–FY19 and includes assessing the following areas:
♦ Water Business Office internal controls, to include the reliability of financial and
operational reporting
♦ Status of the implementation of the Advanced Metering Infrastructure System (AMI)
♦ Customer service delivery and efficiency, administrative and operational procedures,
staffing levels, and organizational structure
♦ Opportunities for process improvements

Methodology
The methodology consisted of three phases.
Phase I — Pre-Audit Planning and Research
Phase II — Operational Review and Assessment
Phase III — Development of Final Report
Phase I — Pre-Audit Planning and Research
The audit team:
♦ Met with the Director of PUD prior to the start of the audit. The purpose of the meeting
was to develop an initial understanding of the issues, which led to the audit.
♦ Developed an anonymous employee engagement survey to gather data about
knowledge, and ideas of those employees working in the WBO.
♦ Developed an anonymous customer satisfaction survey for community citizens, which
was advertised in local newspapers and on radio stations.
Phase II — Operational Review and Assessment
The audit team assessed operational efficiency, effectiveness, and the quality of customer
service by conducting the following activities:
•

Interviewed employees of the WBO and Meter Management Divisions.
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•

Interviewed employees from the Finance Department (two), Storm Water, Solid Waste,
GIS (one), and Information Technology to gain an understanding of their experience
relating to the WBO.

•

Conducted observations of WBO operations.

•

Conducted field observation of the Gainesville, Georgia water department.

•

Reviewed documents from various ACC departments for the period (FY14–FY19).

•

Analyzed WBO parking traffic.

Phase III — Final Report Development
The audit team prepared a report to summarize recommendations identified to improve
the operations of the WBO.
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APPENDIX B

Acronyms
AMI
AMR
AWWA
CSR
CWA
DWR
ERP
ISO
IT
JGBWTP
kWh
mgal
mgd
MHI
OOA
R&R
SDWA
WBO
WEF
WRF

Advanced Metering Infrastructure
Automated Meter Reading
American Water Works Association
Customer Service Representative
Federal Clean Water Act
Department of Water Resources
Enterprise Resource Planning
Insurance Service Office
Information Technology
J. G. Beacham Water Treatment Plant
Kilowatt hours
Million gallons
Million gallons per day
Median Household Income
Office of Operational Analysis
Capital Rehabilitation and Replacement
Federal Safe Drinking Water Act
Water Business Office
Water Environment Federation
Water Reclamation Facility

Key Definitions
The words defined in this report shall have the following meanings.
AMI – Advanced Metering Infrastructure (AMI) remotely transmits meter data to the WBO using
radio towers and communication networks.
AMR – Automated Meter Reading (AMR) is a meter reading system that includes using a
handheld device to receive meter data using technology without requiring Meter Readers to open
customer meter boxes.
Benchmarking – The comparison of similar processes or measures across or within organizations
and or the industry to identify best practices, set improvement targets, and measure progress.
Capex – Historical capital expenditure.
Enterprise Resource Planning (ERP) - software like H.T.E. that the WBO uses to manage day-to-day
business activities.

Exception Report – A report ran by the Billing staff that lists meters with possible problems, such
as leaks, abnormally high or low water consumption, or zero consumption.
H.T.E. – Financial services software designed for local governments.
Internal Control - policies or procedures put in place to safeguard assets, provide reliable
financial information, promote efficient and effective operations, and ensure policy compliance.
27

Leak Adjustment – When a leak occurs on the customer side of the meter may adjust a customer’s
bill if a leak has occurred that was not reasonably discoverable by the customer.
Policy and Procedures (P&Ps) - Policies and procedures are designed to influence and determine
all major decisions and actions, and all activities take place within the department or organization.
Median – 50th percentile of performance by other utilities.
Meters - a device used to measure water consumption.
Service Delivery Plan – The strategy for providing water and wastewater services to all residents,
as required by the Charter of the Unified Government of Athens-Clarke County (ACCUG). The
plan is updated every five years and consists of three major elements: Infrastructure, Capital
Improvements, and Financial Elements.
SSO – Sanitary sewer overflows that reach waters of the State.
Standard Operating Procedures (SOPs) – A prescribed set of actions to be followed routinely;
a set of instructions having the force or directive, covering those features of operations that lend
themselves to a definite or standardized procedure without loss of effectiveness.
Urban Service District – Inside the former Athens city limits.
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APPENDIX C
DEPARTMENT’S RESPONSE

INTERNAL CONTROLS
SCOPE: Evaluate internal controls, to include the reliability of financial and
operational reporting.
Objective: Determine if internal control weaknesses exist at the WBO.
1. H.T.E. Enterprise Resource Planning systems software
2. Support from various ACC departments
FINDING 1:
No formal policies or procedures are in place at the
WBO.

RECOMMENDATION:
(1) The independent consultant should finalize the
Operating Policies and Procedures and the Water
Business Office should implement them within the
next 12 months.
Partially Agree: ☒
Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
The Public Utilities Department partially agrees with this finding. There are numerous existing
Policy/Procedures (P&P) in place in the Water Business Office (WBO).The Audit Report acknowledges same
on page #5 of the report. The existing P&P notebook on file in the WBO was developed entirely by PUD
staff. In addition, there are several sections of Municipal Code that dictate how certain things are handled
in the WBO. The new Business Plan includes the implementation of numerous new processes, checks and
balances and P&P. There was a question noted in the Audit Report regarding the decision to use an outside
firm to assist with the development of the new Business Plan; much insight was gained from new and fresh
ideas the professionals brought to the table. In addition the knowledge and fresh ideas obtained by the
professionals from working previously with multiple other municipalities and incorporating some of those
ideas into our new Business Plan will pay dividends in the WBO for years to come. The PUD agrees the New
Business Plan will be implemented within the next 12 months.
IMPLEMENTATION TIME FRAME:
The new Business Plan will be implemented within 12 months.
FINDING 2:
WBO software is outdated.

RECOMMENDATION(S):
(2) Update or replace the software to interact with
the financial software used throughout ACC.
(3) Provide extensive training on all facets of the
H.T.E. software or purchase the financial software
used by other departments in ACC.
(4) Proactively pursue continuous improvement in
technology, work practices, and processes to
eliminate the heavy dependency on other ACC
departments and the software vendor for
technology support.
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(5) Hire a financial/operations manager proficient in
up-to-date ERP software to generate utility reports,
conduct financial analysis, communicate data across
reporting levels within the WBO and with other ACC
departments as necessary; support WBO operations,
evaluate internal controls, and ensure the WBO
becomes compliant with the Disposition of
Unclaimed Property Act O.C.G.A. Section 44-12-190.
Partially
Agree:
☒
Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
PUD agrees with this finding; however, there appears to be confusion in the Audit Report regarding
Enterprise Resource Planning (ERP) and Billing Software. ERP is not the same as Billing Software. PUD will
initiate a Request for Proposals (RFP) thru the ACC Finance Department and Information Technology Dept.
requesting a proposal for the provision and implementation of a new Billing Software. It should be noted
staff recognized the need to accomplish same prior to the audit initiation, but considered implementation
of a new Billing Software before finalization of the AMI Project, review of the existing water and sewer rate
structure and prior to the selection of the ERP by ACC would create major implementation problems,
additional costs and project delays. (3). Staff partially agrees with this portion of the finding. Although
extensive training has been made available previously, immediate efforts will be made to provide more
additional and extensive training on all facets of HTE/Sungard. Per ACC Information Technology Dept.
implementation of a new Billing Software will take approximately 24 months to implement once the billing
software has been selected. (4). PUD agrees with a portion of this finding. PUD proactively pursues
continuous improvement in technology, work practices and processes to eliminate dependency on other
ACC Depts. (Examples; Upgrading the AMI System to 5G before the project was completed, utilizing Cellular
Meter Interface Units(CMIU) to eliminate trouble spot polling areas, implementation of the Customer Portal,
which allows the customers to monitor and manage their water usage online, thereby enhancing customer
service, and recognizing operational processes shortcomings and lack of consistency by developing a New
Business Plan for the WBO. (5). The PUD agrees with this finding. The Mayor & Commission approved a
Financial Analyst position in the WBO, as recommended by the Manager. The job description has been
developed, Human Resources is reviewing, and PUD will be advertising to fill the position within 4 weeks.
PUD recognized the need for additional staff to communicate and share information with other departments
and responded by funding an Informational Technology position. The New Business Plan includes the
process relative to the disposition of unclaimed property and same will be initiated within twelve months
when the new Business Plan is initiated.
IMPLEMENTATION TIME FRAME:
The new Business Plan will be implemented within 12 months.
FINDING 3:
The customer billing process is time-consuming
and inefficient.

RECOMMENDATION:
(6) Implement an updated billing system improving
the speed and efficiency of the billing process.

Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
(6) PUD agrees with this finding and will work with the ACC Finance Department and the Informational
Technology Department to develop and advertise for Requests for Proposals (RFP) to facilitate the review
and selection of a new Billing Software for the WBO.
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IMPLEMENTATION TIME FRAME:
(a). Finalizing the RFP, advertising the RFP, reviewing available software and selecting a Billing Software is
estimated to take approximately 6 months; (b). Billing Software Implementation will require 18 months to
complete, dependent upon the Mayor & Commission deliberations regarding the tiered water rate
structure.

ADVANCED METERING INFRACTURE (AMI)
SCOPE: Review progress on the implementation of the AMI system
Objective: Determine the status of the AMI implementation process.
FINDING 4:
The implementation of the AMI technology is
complete. Public Utilities completed the installation
of the project in November 2019.

RECOMMENDATION:
(7) Continue to enhance the AMI system to reduce
misreads and the lack of polling by either the
installation of additional collectors or by other
means.
Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
PUD agrees with this finding. Staff continues to seek technology advancement to the AMI System that will
enhance customer service while also improving system performance. Staff is working with ACCGov Finance
Department to advertise an RFP for a Financial Component that will complement the AMI Customer Portal.
Features will include paperless billing, establishing or modifying an account on line, online payment by echeck or credit card, etc. Staff is currently working with the AMI Software Company to move data
management from a server to cloud based, resulting in data efficiencies and long term cost savings.
IMPLEMENTATION TIME FRAME:
The Financial Component of the Customer Portal and the cloud based storage data will be implemented
within twelve months.

CUSTOMER SERVICE
SCOPE: Do opportunities exist to improve customer service delivery and improve
employee morale
Objective: Determine if opportunities exist to improve customer service delivery and improve
employee morale
FINDING 5:
Customer service procedures lack consistency.

RECOMMENDATION:
(8) Establish standard customer procedures that all
staff adhere to.
Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
Staff agrees with this finding. Prior to the initiation of the Internal Audit of the WBO, staff has already
identified short-comings and initiated the development of a new Business Plan for the WBO. One of the
reasons for the Plan development was to memorialize the day to day operating procedures, thereby creating
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operational consistencies and processes to ensure staff is using the same metrics and standards. In addition,
the new Plan implements a variety of checks and balances that will result in improved performance
efficiencies across the WBO.
IMPLEMENTATION TIME FRAME:
The New Business Plan will be implemented within the next 12 months.
FINDING 6:
RECOMMENDATION:
ACCUG departments are not afforded the
(9) Empower the Solid Waste staff by training them
opportunity to collaborate with the WBO staff to
on how to create accounts, take and post payments,
maximize customer service.
and to assist during high levels of account activity.
Partially Agree: ☒
Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
PUD staff partially agrees with this finding. WBO staff has continued to collaborate with other departments
to improve overall customer service. Examples are when PUD and T&PW Storm Water opened a joint office
on the East side, closer to that customer base. While ultimately the volume of transactions did not warrant
keeping the satellite office open, this is still an example of collaboration between the WBO and other depts.
The WBO continues to work with Solid Waste and Information Technology to identify ways to improve
customer service. Solid Waste has manned a station at the WBO during RUSH to provide information
regarding available solid waste services. In addition a computer station was established in the lobby of the
WBO allowing customers to sign in to the system rather than standing in a long line waiting their turn.
Unfortunately available existing work stations limit utilizing Solid Waste staff assisting with taking payments,
creating and posting to an account, etc. WBO staff will ensure that HTE training is made available to Solid
Waste staff, so that the WBO can utilize their talents as the opportunities become available.
IMPLEMENTATION TIME FRAME:
Immediate and at the same time training is made available to WBO staff as identified in finding #3.
FINDING 7:
RECOMMENDATION:
Customer parking is inadequate.
(10) Controlled parking or additional parking spaces
are needed for customers. A single entrance and
separate exit both with gates would assist with
parking issues.
Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
A. PUD agrees with this finding. Staff will work with the ACC T&PW Traffic Engineer to request an
evaluation of traffic flow patterns at the Customer Service Center (CSC), inclusive of striping and
signage.
B. PUD recommends designating the three existing parking spaces on Hancock Avenue in front of the
CSC and the three spaces adjacent to the CSC on Lumpkin Street be designated for WBO Customer
Parking only.
C. PUD recommends implementation of the Customer Drive Thru Window that was included in the
original building design.
D. PUD recommends the reallocation an existing vacant Meter Reader position to a full-time police
officer position to provide security for the CSC. Responsibilities will include monitoring all customer
parking and traffic movement. Currently, the WBO utilizes off duty police officers during RUSH and
peak volume periods.
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IMPLEMENTATION TIME FRAME:
A. 2 months
B. 6 months
C. 12 months
D. 4 months

PROCESS IMPROVEMENTS
SCOPE: Determine the potential for process improvements
Objective: Determine if there are processes or improvements that would benefit the WBO.
FINDING 8:
Customer Satisfaction Survey results indicate
customer expectations are not being met.

RECOMMENDATION:
(11) Technological enhancements are necessary to
improve customer satisfaction. Some examples are:
• Proactive alerts — notifications via text or email
when trending towards higher usage.
• Interactive Voice Response (IVR) technology,
which will allow customers to pay via telephone
to an automated system.
• Ability to pay bill online with a credit card or echeck without a processing fee.
• View account activity in real time.
• Start, transfer, or stop service electronically and
receive a confirmation number immediately
indicating receipt of the form.
• Card scanners installed at each CSR station for
the processing of credit card payments.
Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
PUD agrees with this finding. a). Proactive Alerts: The AMI Customer Portal is currently providing customer
alerts relative to potential leaks or upward trending water usage. Staff is currently trying to capture email
addresses from the HTE/Sungard Billing System to increase potential customer notifications. In addition, the
new Business Plan includes a revised Customer Application for Service that request an email address. All
designed to increase customer notifications. B). Interactive Voice feature will be included in the RFP for the
Financial Component of the Customer Portal. c). The ability to pay online with a credit card or e-check is
included in the Financial Component of the Customer Portal RFP. d). View Account Status in Real Time: This
is currently being accomplished regarding volume usage. The Financial Component RFP will allow same for
account financials. e). Start, transfer or stop service electronically with confirmation; This feature is included
in the RFP of the Customer Portal. f). WBO currently has card scanners at each Customer Service
Representative station at the front counter for processing payments by credit.
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ATTACHMENT A

AUDIT OF THE WATER BUSINESS OFFICE – APRIL 2, 2020
Additional Comments from the Public Utilities Department
The Office of Operational Analysis (OOA) submitted a draft of the audit of the Athens-Clarke
County Water Business Office to the Public Utilities Department for review and comment to audit
findings and recommendations on February 10, 2020. The Department submitted a response on
March 11, 2020.
We appreciate the diligence with which the WBO staff reviewed the draft report submitted and the
comments provided. In the process of conducting fieldwork, analyzing the plethora of data
provided, and writing the Report, we were aware that processes and procedures were evolving and
changing at the WBO, thus affecting to a small extent the final product of the Report.
Three points worth noting before the audit team’s response. First, when conducting an operational
audit, part of the audit process is to focus on areas that would benefit from improvement within
the department undergoing the audit. At the end of many operational audits, findings and
recommendations are unfortunately received as criticism. Criticism is not the intent of audit work
and correlating feedback. Before the audit of the Water Business Office (WBO) began, the audit
team decided to institute a new procedure during the reporting phase (notification of audit findings
and recommendations). Starting immediately (2019), the audit team agreed to include positive
achievements by departments related to responsible operations, staff development, community
engagement, etc.
Second, OOA has been re-opened for more than five years, and until the WBO audit, it has not
received extensive comments from any departments who underwent an audit after a report was
completed. The WBO management submitted 70 questions, statements, or comments in addition
to responding to audit recommendations. For the comments related to the scope, the audit team
provides a response. For comments indirectly (e.g., technical information provided for
educational purposes) or unrelated to the scope, the audit team offers no comment.
Third, to reduce the size of the document, the audit team is submitting an abbreviated version of
the memo provided by the Public Utilities Department (PUD).
The audit report was written regarding the WBO, not PUD. As a division of the PUD there were
some overlapping statements to include Public Utilities; however, the main focus was the WBO.
For example, ‘The WBO issues and collects bills for water and wastewater treatment services
(Public Utilities Department).’
Summary of Audit Report Responses.
The department’s comments are divided into three categories
1. Factual errors
2. Clarifications or omissions which merit inclusion
3. Specifics

FACTUAL ERRORS
Factual errors noted by the WBO:
Page 1




810 miles of water pipe and 487 miles of sewer totals 1,297 miles.
110,000 population is low.
The WBO provides billing for septage disposal at the Cedar Creek WRF

AUDIT TEAM: The data provided as factual information regarding the miles of pipe, population,
and billing for septage disposal in the memo dated March 11, 2020, from Frank Stephens and
Glenn Coleman were entered into the Report.
Page 3
1. The organizational chart is incorrect for the following positions, Superintendent, part-time
Customer Service Representative, Billing Specialists, part-time Billing Specialist, and
Administrative Assistant II.
AUDIT TEAM: The WBO submitted three different organizational charts for the Office of
Operational Analysis to review. Out of the three documents submitted, one document is titled “preAMI,” the second document is titled “post-AMI,” and the third document did not have a title. The
third document, however, appeared to be a tentative organizational chart based on the title
changes after the Compensation and Classification Study conducted in 2018.
There were several discrepancies between the three organizational charts provided by the WBO
and the list of authorized positions submitted by HR. OOA initially used the post-AMI
organizational chart as a reference when developing the organizational chart for the audit report.
However, we recognize that some titles were changed during the audit process and have updated
the organizational chart to reflect the positions listed following the implementation of the
Compensation and Classification Study.
Post-AMI Org Chart

No.

Superintendent
Administrative Secretary
Operations Coordinator
Customer Service Supervisor
Field Service Supervisor
AMI Analyst
Field Service Technician
Billing Technician
Sr. Customer Service Rep
Customer Service Rep

1
1
1
1
1
1
5
2
3
5

Total Positions

21

MAG Study Org Chart
Administrator
Administrative Assistant II
Operations Coordinator
Customer Service Supervisor
Field Service Supervisor
AMI Analyst
Field Service Technician
Meter Reader
Billing Specialist
Administrative Assistant I
Sr. Customer Service Rep
Customer Service Rep
Total Positions

No.
1
1
1
1
1
1
4
3
2
1
3
5
24

Authorized Positions HR

1
1
1
1
1
1
4
4
2
3
5

Total Positions

24

There were no part-time positions referenced in the documents submitted to OOA.
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No.

WBO Administrator
Administrative Assistant II
Operations Coordinator
Customer Service Supervisor
Field Service Supervisor
AMI Analyst
Field Service Technician
Meter Reader
Billing Specialist
Sr. Customer Service Rep
Customer Service Rep

Page 4
2. A long term Customer Service Representative was terminated several years before the
internal audit began.
AUDIT TEAM: The audit team learned of the employee theft during employee interviews;
however, we did not discover until after the draft was submitted that the theft occurred
outside of the window of the audit period. This section will be removed from the audit
report.
3. The blue box identifies under the heading of strengths that in May 2019 the PUD placed
1st in the 2019 National Mayor’s Challenge for Water Conservation. While the WBO is
proud of the PUD accomplishment, this event did not involve the WBO.
AUDIT TEAM: No Comment
4. The WBO strength is that an Independent Financial Audit is performed annually on the
WBO operations and fiscal balances by the Finance Department, and they have finished
without any findings for many years.
AUDIT TEAM: No Comment
Pages 5-6
5. ACC changed from Cameo software to HTE in 1989. All records inclusive of customer
addresses were not recovered during the transition; therefore, addresses for those customers
initiating an account prior to 1989 are not available. Those unclaimed account balances
will be forwarded to the State.
AUDIT TEAM: The audit team exported the 2019 Inactive Accounts Report to Excel and
analyzed the data. The report list customer accounts and mailing addresses dating back to
1988. The Report is approximately 670 pages in length and lists more than 11,000
customers.
6. Enterprise Resource Planning (ERP) does not equal billing software. Billing software is
either adjunct to ERP or can be a module provided by the ERP vendor. As written, readers
may get HTE (one of dozens of examples of billing software) confused with Munis, which
is ERP.
AUDIT TEAM: The audit team does not mention Munis in the audit report; therefore,
readers should not confuse HTE with Munis.
7. FYI: HTE is the old name for the Water Business Office billing software. Changed over
the years to SunGard, Superion and now is a module of CentralSquare.
AUDIT TEAM: No Comment
8. The WBO did not make the decision to stay with HTE during Eden ERP conversion.
Management of the Public Utilities Department made the decision to stay with THE.
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AUDIT TEAM: No Comment
9. There are numerous proficient users of HTE in the WBO.
AUDIT TEAM: We reiterate the statement made in the audit report. The audit team could
not identify one employee within the WBO who was proficient with the HTE software.
Further, WBO supervisors stated in interviews that either the software vendor or the IT
Department was contacted for assistance with HTE software.
10. Customization of billing software is not a consequence of HTE.
AUDIT TEAM: No Comment
11. As stated during interviews, the complex formula of the ACCGov rate structure not only
makes programming onerous, but it also causes dissatisfaction to customers whose usage
enters the higher tiers.
AUDIT TEAM: No Comment
Page 7
12. The Report included a statement “the current billing processes and technology is outdated”
AUDIT TEAM: No Comment
Page 8
13. Automated meter attachments do not increase meter accuracy. As old meters age, they
slow-down in measurement accuracy. New meters increase accuracy. It is the hardware
that improves measurement accuracy.
AUDIT TEAM: No Comment
14. AMI: a) increases
15. efficiency of meter reading and billing, b) reduces errors, c) improves customer service, d)
helps resolve billing inquiries or disputes because of hourly-interval consumption data and
e) helps customers reduce their bills by reducing the time interval of a leak resulting in a
smaller leak volume.
AUDIT TEAM: No Comment
16. The Field Service Technicians do not read meters and are not required to achieve a quota
of 225 meter reads a day.
AUDIT TEAM: During the audit, the audit team was advised in interviews as well as
provided with documentation dated February 2018, (well into the installation process of
the AMI meters) that stated, field staff, working 7:00 am – 3:00 pm using the “no
lunch incentive” were required to read a minimum of 225 meters during those work
hours per day.
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Page 12
17. Key Performance Indicators (KPI) include customer service metrics and have for the past
two years. Please see below.
AUDIT TEAM: See combined response below.
18. WBO Customer Service performance metrics are submitted annually as part of the fiscal
year budget requests since 2017 and are based on a comparison against industry standards
and metrics.
AUDIT TEAM: The audit team reiterates Exhibit 6 on page 12 of the audit report. The
Public Utilities Department has not established performance measures for the WBO,
specifically customer service delivery and employee development. Additionally, the audit
team reviewed PUD budget documents submitted by the Finance Department as well as
reviewed the FY18-FY19 Annual Operating Budget. There is one performance measure
related to customer service for FY18 included in the annual budget; however, it is not listed
below on the chart submitted by the department in March 2020.
•

# of Customers Assisted by Customer Service Staff

Performance Measure Goal

FY13 FY14 FY15 FY16 FY17 FY18 FY19

M&C Commitment: value to our ratepayers.
% Electronic and credit
card payments
Average call wait time
Average call duration
Calls per customer
service rep annual

> 40%
< 1:30
< 3:30

new
new
new

new
new
new

new
new
new

new
new
new

new
new
new

new
1:14
2:28

41%
TBD
TBD

> 3,681

new

new

new

new

new

4,985

TBD

After additional research efforts were conducted, the audit team could not identify formal
performance measures, nor key performance indicators (KPIs) for customer service
delivery or employee development is not established and tracked for quality improvement.
Page 15
19. The development of the New Business Plan included extensive interviews with each
employee by the Office of Operational Analysis to ensure employees input.
AUDIT TEAM: No Comment
20. It was an employee suggestion to revamp procedures during RUSH, making it a better
experience for both customers and Customer Service Representatives.
AUDIT TEAM: No Comment
21. Managers are present at teller windows during RUSH and during periods of heavy
customer traffic.
AUDIT TEAM: No Response.
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Page 18 exhibit 9
22. The leak adjustment forms are available on the ACCPUD website and are self-explanatory.
AUDIT TEAM: No Response.
23. PUD publishes after hours emergency contact information on our website and on our
customer bills.
AUDIT TEAM: Responses that refer directly to the PUD are not relevant to the Report
and therefore are not “factual errors” as indicated by Public Utilities management. The
Report is focused on the WBO; the WBO does not provide an after-hours emergency
number on its website, as stated in the Report; it is a fact not a “factual error.”
Page 19
24. Many accounts choose to pay directly from bank’s payment centers and do so successfully.
AUDIT TEAM: No Response.
25. The Customer Service Center accepts credit cards only at the customer service windows
and not in existing offices where accounts are initiated, for security purposes.
AUDIT TEAM: No Response.
Page 29
26. Finding 1: No formal policies or procedures are in place; however, page 5 of the draft audit
report states there is a binder of SOPs, which is correct and which was developed by inhouse staff.
AUDIT TEAM: The WBO submitted copies of the documents within a three-ring binder
they refer to as their SOPs. The binder consists of memorandums and miscellaneous
documents received or notes or policies implemented by various departments of the Unified
Government over several years. These documents together do not correlate to provide
formal SOPs.
27. There are also several sections of Code that dictate policy and daily procedures which the
department cannot abrogate.
AUDIT TEAM: No Comment

CLARIFICATIONS OR OMISSIONS WHICH MERIT INCLUSION
Page 1
28. 42,000 customers verses 40,154 meters. The Report would be more internally consistent to
use the AMI-validated number of 40,154.
AUDIT TEAM: No Response.
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Page 2
29. If intending to describe the department’s scope of services, more than water distribution
and wastewater collection is involved. Also supply, drinking water production, water
reclamation and water recycling.
AUDIT TEAM: No Response.
30. It merits stating that net operating revenues are pledged to capital. A forward-funded
capital program is preferable to increasing per capita revenue-bond debt when possible.
AUDIT TEAM: No Comment
Page 5
31. In 1989, numerous departments switched from Cameo to HTE billing software. All records
prior to 1989 transition, including customer addresses were lost.
AUDIT TEAM: The audit team reviewed approximately 670 pages of inactive customer
account data. The report data was from 1988 to 2019. There are unclaimed balances for
every year starting in 1988 through 2019.
32. This paragraph states that ACCGov is in violation of state law.
AUDIT TEAM: In a meeting with the audit team in December 2019, the Assistant
Director of the Public Utilities Department acknowledged the WBO needed to be compliant
with OCGA 44-12-190. During the meeting, the Assistant Director went on to say the
biggest challenge was trying to figure out how to capture customer data and organize
inactive accounts by year to assist in automating the process for unclaimed property, which
has surpassed five years.
As stated earlier, the challenge the WBO will experience is identifying someone within the
WBO who has advanced knowledge with HTE to run an Inactive Credit Balances report.
Next, export the Report into a different program so that the data can be analyzed and
filtered by account year, account balance, etc. Finally, prepare for submission accounts
with an unclaimed balance older than five years to the Department of Revenue.
The Department of Revenue offers a step by step guide detailing how to transfer unclaimed
property on its website annually.
33. Our recollection is that the engagement of an outside consultant was discussed during the
audit. The purposes are self-evident regarding: insights gained from professional expertise,
breadth of knowledge obtained from consultants who work with many other agencies, fresh
eyes, and objectivity.
a. Regarding the survey respondents, it may be relevant to compare the scale and
scope of the departments that said 100% of their P&P’s were written in-house with
PUD.
b. $206,500 over six years is less than 0.07% of the revenue over that period. For
activities that touch 480,000 residential and business accounts each year, that level
of professional engagement seems apropos.
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c. Along with the April 2008 M&C adoption of the tiered rate structure, these sections
of Code also govern WBO policies and procedures: 5-1-42, 5-1-43, 5-2-5, 5-2-6, 53-2, 5-3-3, 5-3-8, 5-3-9, 5-3-10, 5-3-11, 5-3-12, 5-3-13, 5-3-14, 5-3-48, 5-3-73, 53-77, 5-3-78. 5-3-80. 5-3-81 and 5-3-83.
AUDIT TEAM: No Comment
Page 14
All customers have long had the option of no-fee bank auto-draft. Automated Clearing House is
the most efficient and cost effective (low overhead) method of payment.
AUDIT TEAM: The Water Business Office provides access to an application form to
apply for the bank auto-draft service. This application form cannot be completed online
and submitted electronically. Instead, the customer is required to print off the application
form, complete by hand, and take the completed application form into the Water Business
Office for submission. Not all customers are comfortable with an agency automatically
withdrawing monies from their accounts. The majority of respondents to the customer
satisfaction survey requested that they be able to pay their bills online using a debit or
credit card without paying a fee.
Page 17
34. The Customer Portal can be accessed by internet or phone.
AUDIT TEAM: No Response
Page 18 exhibit 9
35. For a fair comparison, on-line credit card or bank draft payment should be split into two
rows
a. With Solid Waste services fee and
b. Without Solid Waste services fee.
AUDIT TEAM: No Response
36. In person should also itemize methods of payment: credit card, check, debit card, cash, etc.
AUDIT TEAM: No Comment
Page 23
37. Finding 3. What other billing software used by other departments was HTE compared to
in regards to being time consuming and inefficient? Is this a reference to Click2Gov or are
there other systems used, and do these other systems include customer payment and a
processing fee?
AUDIT TEAM: Other departments within ACC receive customer payments that involve
a processing fee. The audit team does not know; however, if other departments transfer the
cost of accepting online payments (processing fee) to the customer. The number one
concern expressed by survey respondents was that they did not want to be charged a fee to
make a payment online with a credit/debit card. Currently, the WBO outsources the ability
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to collect online credit/debit payments to a third-party vendor who collects a $2.50 fee per
transaction.

SPECIFICS
38. Recommendations 2 and 6 are substantially the same. ACCGov is moving to Munis, as
approved by M&C. That decision is independent of billing software;
therefore,
recommendation #2 to update or replace the software implies billing software.
Recommendation # 6 to implement an updated billing system. Both are under element #1
and are redundant.
AUDIT TEAM: No Response
39. Recommendations 1 and 8 are also substantially similar, although under different elements.
Therefore it seems proper to renumber 8 as 1, repeated under element #3, since it is the
same recommendation.
AUDIT TEAM: No Response
40. As a consequence, seems there should be 9 recommendations rather than 11.
AUDIT TEAM: No Response
41. Page iii. Thank you for your comments regarding cooperation. Your work was important
to PUD, and the customers it serves.
AUDIT TEAM: No Response
Pages 4-5
42. The PUD has submitted a new initiative for cost savings to forward unpaid bills to a
collection agency in the FY21 budget request.
AUDIT TEAM: No Response
43. The new Business Plan identifies a Write-Off Policy that was developed in conjunction
with the ACC Finance Dept.
AUDIT TEAM: No Response
Page 5-6
44. The audit implies the $400,000 is aged over the five year dormancy period. The bulk of the
$400,000 was between 1989 and 1990.
AUDIT TEAM: The audit team exported the FY19 Inactive Accounts Report to Excel and
analyzed more than 670 pages of data. The unclaimed property balance is $4,192 and
$5,045 for 1989 and 1990, respectively.
45. PUD would like to clarify if the audit recommends more aggressive shutoff for nonpayment? Is aggressiveness appropriate for low-income households?
AUDIT TEAM: The audit team recommends that the WBO provide consistent service to
all residents. Regarding shutoff for non-payment for services, employee interviews indicate
shutoffs in specific cycles were delayed until the beginning of a new year, usually between
January-April (tax season). After months of non-collections, customers owed anywhere
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between several hundred dollars to several thousand dollars. The audit team recommends
the WBO follow a consistent policy relating to all billing cycles for non-payment of services
except for those customers who have preset payment arrangements with the WBO. This
vital detail should be included in the policies and procedures manual.
46. The binder has policies dating back to 1993. Consistent application of the rules is generally
a good thing; however, the existing Policies and Procedures have been reviewed, updated,
and incorporated into the New Business Plan.
AUDIT TEAM: A business plan may be appropriate for Public Utilities since it is a
department operating as an Enterprise Fund. Employees, however, need clear policies to
perform more efficient work as well as have a clear understanding of job expectations.
Clear policies support the department’s efforts in defining standards and making fair
decisions. Also, formal policies and procedures manual establishes clear guidelines for
communication and training; outlines the process for making decisions on personnel issues
and job performance expectations of employees, etc. These documents should be separate.
47. It was inefficient and wasteful to finalize the New Water Business Plan until AMI and the
customer portal were fully enacted. But changes were implemented, with training, along
the way.
AUDIT TEAM: No Response
Page 7
48. Paperless billing option is an excellent idea, one which WBO is working on.
AUDIT TEAM: No Response
Page 8
49. The 225 meters read per day as a quota is a moot point, since only one meter reader exists
and will be reassigned thru attrition within 3 months (down from ten meter readers,) and
the number of manual reads due to meter connectivity is approximately 100 per month for
all cycles and is decreasing.
50. AUDIT TEAM: During the audit, the audit team was advised in interviews as well as
provided with documentation dated February 2018, (well into the installation process of
the AMI meters) that stated, field staff, working 7:00 am – 3:00 pm using the “no
lunch incentive” were required to read a minimum of 225 meters during those work
hours per day.
Page 9
51. Billing cycles spread across the month have the benefit of continuous processing and
leveling workload, which is more efficient than experiencing monthly peaks.
AUDIT TEAM: No Comment
Page 11
52. June 2016. Readers may interpret the timeline to mean that mistakes were made.
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AUDIT TEAM: On May 9, 2019, Public Utilities Department, Assistant Director, Glenn
Coleman, provided the following information regarding the AMI timeline located on page
11 of the Report. For June 2016, he stated specifically that he offered the following
addition, “Notice to Proceed with Alternate Pilot (due to problems with original Pilot).”
Page 13
53. Supervisors are delegated more latitude in resolving customer issues than front-line
Customer Service Representatives (CSR), as should be. An example is arranging payment
schedules according to the customer’s needs and resources.
AUDIT TEAM: See response to #55.
Page 14
54. Regarding the number of WBO employees, the median value for telephone calls per
customer service representative published in AWWA/WEF benchmarking report is 3,777
calls per year per CSR. In FY 2018, the WBO handled 4,941 calls per CSR.
AUDIT TEAM: No Response.
55. To reach the industry median would entail hiring eight additional CSRs.
AUDIT TEAM: No Response.
Page 15-16
56. The survey was conducted shortly after the market survey was completed by ACCGov. A
number of employees anticipated but did not receive any pay adjustment due to the market
survey, resulting in a decrease in employee morale.
AUDIT TEAM: Audit interviews did not indicate employees were unhappy with
individual outcomes from the Compensation and Classification and Pay Study completed
in 2018. More specifically, every employee except one expressed satisfaction. Regarding
low morale, employees expressed the following factors contributed to low morale.
•

Lack of support from supervisors

•

Lack of cross-training opportunities

•

Inadequate training

•

Intimidating language from
supervisors to staff

•

Lack of supervisor
visibility/oversight

•

Supervisors have not been the
primary point of contact for WBO

customers who have a problem,
concern, or complaint
•

Inconsistent communication
delivery method amongst
employees

•

Slow follow up with customers
insisting on speaking with a
supervisor

57. Cross-training is occurring between the Senior CSR and the CSR. In addition, the Field
Service Technicians are cross trained in regards to turn offs and collections. WBO staff is
provided the available ACC Organizational Training and encouraged to participate.
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AUDIT TEAM: No Response
58. Parking. Conversion of gated employee parking to customer parking no longer feasible.
AUDIT TEAM: No Response
Page 17
59. WaterSmart can be accessed by internet or phone, billboards and stuffers.
AUDIT TEAM: No Response
Page 18 exhibit 9
60. Gwinnett County is practically an order of magnitude larger than the other listed
jurisdictions. The miles of existing infrastructure and the population they serve are several
times larger than ACC Utility Systems. Economy of scale matters in these considerations.
AUDIT TEAM: The primary objective for including counties much smaller than ACC
(Madison, pop. 29.6 k) and larger than ACC (Gwinnett, pop. 927.8 k) in the comparison
chart on page 18 of the audit report is to illustrate the level of services offered in other
communities that ACC residents want to be made available at the ACC WBO. The results
also demonstrate ACC WBO has room to grow in the services it offers its customers.
61. For clarity, on-line payment should be split into two rows: with fee and without fee or
distinguish between those jurisdictions that charge a processing fee and those that don’t
charge a credit card processing fee in the chart.
AUDIT TEAM: No Response
62. In-person should also say by credit card, check, cash, debit card, etc.
AUDIT TEAM: No Response
63. The leak adjustment forms are easy to get to on the web and are self-explanatory.
AUDIT TEAM: No Response
64. The Water Business Office has after-hours emergency services, but the department does
not allow field personnel to receive payments due to safety concerns. To do so could
constitute a material finding in a financial audit.
AUDIT TEAM: The audit team acknowledges an after-hours emergency services number
is listed on the primary Public Utilities Department webpage. However, an emergency
service number is not listed separately on the WBO webpage for utility customers like other
utilities that ACC WBO was compared to on page 18 of the audit report.
65. The WBO also provides auto draft with credit card option.
AUDIT TEAM: No Response
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66. Most Google reviews of utility departments are 3 or below on a scale of 5. Oconee County,
which has the greatest number of bullets in the draft report, rates 2.3. Gwinnett County,
which has the second-highest number of bullets, rates 1.9. ACC as a whole rates 2.2.
AUDIT TEAM: No Response
Page 19
67. The statement “Why don’t you accept credit cards payments, seems ancient” from the
Customer Satisfaction Survey should not have been included, since the WBO does accept
credit card payments.
AUDIT TEAM: No Response
68. Gainesville may not be a utility to emulate.
AUDIT TEAM: The Report does not advise that the WBO emulate the Gainesville
Department of Water Resources (GDWR). One of the areas of the scope was to evaluate
customer service. The inclusion of the information regarding GDWR was primarily to
provide information on a similar agency that was offering a better customer experience
and received positive customer service reviews. The inclusion of the additional information
was to simply advise that the agency was comparable because its population is similar to
Athens-Clarke County, staffing of the GDWR concerning the number of meters being read
and the number of customers being served is comparable to the ACC WBO, and they use
an AMI system.
Page 22
69. Gainesville took 14 years to get to 89%, with 18 months remaining for its meter program.
ACCGov was smarter with both time and money by skipping the AMR step and ensuring
more complete coverage.
AUDIT TEAM: See #67.
Page 27
70. Some of the definitions are not used in the Report, e.g., Service Delivery Plan, capex,
benchmarking, and exception report.
AUDIT TEAM: No Response
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ATTACHMENT B

To:

Blaine Williams, Manager

From: Frank Stephens, Interim Director of T&PW
Glenn M. Coleman, Interim Director of PUD
Date: March 11, 2020
Under cover of this memo, please find the Public Utilities Department’s (PUD)
response to the Water Business Office (WBO) Audit. PUD was not provided the
opportunity to identify errors/mistakes in the Draft Report and, rather, were
advised to include comments in the response to the Audit.
The Water Business Office has worked to improve our level of customer service by
introducing new strategies in hopes of improving customer satisfaction. These
strategies include: opening the office on Saturdays during RUSH and placing a
computer station in the lobby whereby customers can sign in rather than standing
in line among others. Water Business Office staff have also worked diligently to
transition to AMI and the new Customer Portal.
There are three (3) main takeaways:
1. The necessity for a new billing software
2. The need for new and improved Standard Operating Procedures
3. The requirement for bill paying options for customers
PUD agrees wholeheartedly with all three of these concerns and offers the
following information in addition to our formal response utilizing the forms
provided and attached starting on page 18.
1. New Billing Software System.
The Department resolved to procure new software approximately twelve months
ago and was awaiting the following actions:
A. PUD had been awaiting a decision regarding the replacement of
ACCGov’s Enterprise Resource Planning system (ERP) by the
Finance Department, which was completed in recent weeks. To
have procured new billing software and integrated with Eden and
then again with Munis in short order would have added expense
and, more importantly, magnified the risk of customer disruption;

therefore, it was placed on hold. In February 2020, Mayor and
Commission approved funding and acquisition of Tyler Munis
government software as our ERP system.
B. The Department was also working to align the implementation of
new billing software with the complete implementation of AMI
and the Customer Portal, in part because of the integration of the
billing software with these customer services. Those steps are
100% complete.
C. Significant potential changes to the complicated tiered water rate
structure adopted by M&C in 2008. Frank Stephens is tasked with
returning to the M&C to address changes in the rate structure in
the latter part of 2020. At present, the department is calculating
the net revenue effects, as well as, the distribution of customer
impacts resulting from a modified rate structure.
D. Even though procuring new billing software now rather than later
may entail extra expense (i.e., changing course after the billing
software is purchased and implementation consultants hired),
PUD is prepared, with the Information Technology Department’s
assistance and the Manager’s Office’s support, to begin the
procurement of new billing software in accordance with the
Audit’s findings and recommendations.
2. New and Improved Standard Operating Procedures.
The crafting of new Policies and Procedures, as noted by the
report, began prior to the internal audit. Much has been learned
and some new procedures implemented through this very
deliberative process. The WBO has instituted process changes
that are within the boundary of delegated administrative
authority, even as the new Policies and Procedures are moving to
final documentation. Some proposed new policies and
procedures will entail some ordinance changes and, for full
transparency and public dissemination, the new policies and
procedures are expected to be a matter for Mayor & Commission
2

consideration; therefore, PUD appreciates the audit highlighting
this expectation in the report.
3. Bill Payment Options.
The Public Utilities Department appreciates the Audit’s
endorsement of another departmental goal, increasing the
number of electronic bill payments. As shown below, the WBO
was on track prior to the audit, but there is more to accomplish.
The smallest obstacle is transferring the utility’s cost of accepting
remote credit card payments from those that elect that particular
payment method to all customers regardless of payment type.
The PUD also fully supports paperless billing as a customer choice.
A February 2020 article in an American Water Works Association publication cites
these benefits to AMI, all of which accrue to ACCGov ratepayers:
1. “Near-instant access to hourly consumption data rather than the single
monthly read available from manual read meters.”
2. “Enhancements to customer service efficiency.”
3. “AMI reduces the need for field personnel to obtain a manual read in
response to move-out/in or customer service issue because of the nearinstant access to hourly consumption data.”
4. “The Customer Portal allows customers to track their consumption and
receive automatic notifications for high usage via text or email.”
5. “AMI provides reports to the utility for various items such as high
consumption alerts, tamper alerts, usage on inactive meters, etc.”
As indicated above, many customer service improvements and programs utilizing
the latest technologies available were underway when the audit commenced.
That momentum continues. The comments provided herein are based upon
current WBO operations.
Summary of Audit Report Responses.
The remainder of this document reports on the perceived factual errors,
clarifications or omissions which merit inclusion, and specifics. It accompanies
and informs the response to findings and recommendations.
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Several thousand pages of documentation were requested and delivered to the
Office of Operational Analysis during this audit, including the AMI contract,
WaterSmart contract, PowerPoint presentations to Mayor & Commission, change
orders, copy of the draft of WBO new business plan, organizational charts, WBO
Policies & Procedures Manual, AMI collectors map, billing routes/cycle maps,
employee disciplinary action forms, leave requests forms, delinquency reports,
daily reports of activities, phone records, credit card usage, etc.
Factual Errors
The following are factual corrections to the Audit Report as found, organized by
page.
Page 1
• 810 miles of water pipe and 487 miles of sewer totals 1,297 miles.
• 110,000 population is low. More than 99% of the total census population is
served directly or indirectly (e.g., multi-family residents on a master meter)
by ACCGov water, not including students housed on campus.
• It should be mentioned that the WBO provides billing for septage disposal
at the Cedar Creek Water Reclamation Facility.
Page 3
• On the organizational chart, the position title in blue is Administrator rather
than Superintendent. This position is also referred to elsewhere in the
report as Administrator. There is also a part-time Customer Service
Representative not shown, the Billing Technicians are called Billing
Specialists, there is a part-time Billing Specialist in addition to the two
shown on the organization chart, and the Administrative Secretary is called
an Administrative Assistant II.
Page 4
• A long term Customer Service Representative was terminated several years
before the internal audit began.
o The employee was hired in 2004, and her employment ended in 2013.
o The discovery of irregularities was made by the WBO Administrator
during a routine Quality Control diligence investigation.
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o The magnitude of the malfeasance was less than $800 and restitution
was made in its entirety by the employee. But the breach of trust by a
Customer Service Representative was egregious.
• The blue box identifies under the heading of strengths that in May 2019 the
PUD placed 1st in the 2019 National Mayor’s Challenge for Water
Conservation. While the WBO is proud of the PUD accomplishment, this
event did not involve the WBO.
• The WBO strength is that an Independent Financial Audit is performed
annually on the WBO operations and fiscal balances by the Finance
Department, and they have finished without any findings for many years.
Pages 5-6
ACC changed from Cameo software to HTE in 1989. All records inclusive of
customer addresses were not recovered during the transition; therefore,
addresses for those customers initiating an account prior to 1989 are not
available. Those unclaimed account balances will be forwarded to the State.
Enterprise Resource Planning (ERP) does not equal billing software. Billing
software is either adjunct to ERP or can be a module provided by the ERP
vendor. As written, readers may get HTE (one of dozens of examples of billing
software) confused with Munis, which is ERP.
• Billing software examples
o CIS Utility Billing
o Banyon
o Muni Billing
o Muni-Link
o Quikwater
o SOFTwater
o UtilityTrakR
o Skybill
o Waterworks
o Cogsdale
• ERP examples
o Hubble
o Oracle
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o
o
o
o
o
o
o

SAP
Microsoft Dynamics
Intuit
Deltek
Sage
Tyler’s Munis
Central Square

• FYI: HTE is the old name for the Water Business Office billing software.
Changed over the years to SunGard, Superion and now is a module of
CentralSquare.
• The WBO did not make the decision to stay with HTE during Eden ERP
conversion. Management of the Public Utilities Department, Police
Department, Storm Water, and Courts made the joint decision to stay with
HTE. This was explained in the audit interviews. In addition, the Manager
advised those departments switching to Eden that getting the data and
reports from HTE to Eden, and the cost associated with same, would be
their responsibility.
• There are numerous proficient users of HTE in the WBO, Information
Technology Dept., Meter Management Division and Storm Water Division of
Transportation & Public Works department.
• Customization of billing software is not a consequence of HTE.
Customization is and will be required of any utility billing software because
of ACCGov’s unique water rate structure adopted by M&C in 2008 after
extensive public engagement. As discussed several times, no off-the-shelf
software will accommodate our tiered rate structure whereby pricing floats
on each account’s individual historical usage.
• As stated during interviews, the complex formula of the ACCGov rate
structure not only makes programming onerous, but it also causes
dissatisfaction to customers whose usage enters the higher tiers.
Page 7
• The Report included a statement “the current billing processes and
technology is outdated”. What source was the existing processes and
technology compared to in making this determination. The two employees
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that read through 700 to 900 pages of documentation daily are looking for
billing discrepancies, meter sequencing and the application of sewer
charges if the other customers in that same cycle are billed for sewer, a
final quality control check.
Page 8
• Automated meter attachments do not increase meter accuracy. As old
meters age, they slow-down in measurement accuracy. New meters
increase accuracy. It is the hardware that improves measurement
accuracy.
• AMI: a) increases efficiency of meter reading and billing, b) reduces errors,
c) improves customer service, d) helps resolve billing inquiries or disputes
because of hourly-interval consumption data and e) helps customers
reduce their bills by reducing the time interval of a leak resulting in a
smaller leak volume, etc. Replacing meters increases fairness, because all
accounts are read for actual usage instead of under-reported usage by old
meters.
• The Field Service Technicians do not read meters and are not required to
achieve a quota of 225 meter reads a day.
Page 12
• Key Performance Indicators (KPI) include customer service metrics and have
for the past two years. Please see below.
• WBO Customer Service performance metrics are submitted annually as part
of the fiscal year budget requests since 2017 and are based on a
comparison against industry standards and metrics. See below.
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Performance
Measure

Goal

FY13

FY14

FY15

FY16

FY17

FY18

new

FY19

M&C Commitment: value to our ratepayers.
% Electronic and
credit card
payments
Average call wait
time
Average call
duration
Calls per customer
service rep annual

> 40%

new

new

new

new

new

41%

< 1:30

new

new

new

new

new

1:14

TBD

< 3:30

new

new

new

new

new

2:28

TBD

> 3,681

new

new

new

new

new

4,985

TBD
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The below is a chart showing actual electronic transactions since December 2017,
including a chart identifying the trend for such transactions.
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Water Business Credit Card Transactions: Total Net Deposit
$350,000.00

$300,000.00

$250,000.00

$200,000.00

$150,000.00

$100,000.00

$50,000.00

$0.00

JANUARY

FEBRUARY

MARCH

APRIL

MAY

JUNE

Net Deposit 2017

Net Deposit 2017
Net Deposit 2018
Net Deposit 2019
Net Deposit 2020
Change, Annually
Change, Monthly

JULY

Net Deposit 2018

AUGUST

SEPTEMBER

Net Deposit 2019

OCTOBER

NOVEMBER

DECEMBER

Net Deposit 2020

JANUARY
FEBRUARY
MARCH
APRIL
MAY
JUNE
JULY
AUGUST
SEPTEMBER
$46,867.76 $71,380.72
$80,295.71 $72,818.84 $85,316.81 $97,545.36
$147,198.90 $197,140.01 $176,610.33
$181,948.98 $245,581.42
$257,306.83 $184,916.37 $222,177.00 $206,685.41
$233,336.04 $314,268.86 $272,336.43
$253,556.00 $235,746.49
$310,142.74 $273,255.34 $260,216.84 $256,975.38
$304,654.23 $317,149.59 $241,163.29
$309,224.77
39.36%
-4.00%
20.53%
47.77%
17.12%
24.33%
30.56%
0.92%
-11.45%
10.30%
-7.02%
31.56%
-11.89%
-4.77%
-1.25%
18.55%
4.10%
-23.96%

OCTOBER
$186,512.23
$286,316.87
$305,764.66

NOVEMBER
$180,935.12
$262,820.00
$287,506.28

DECEMBER
$181,871.92
$229,883.76
$259,428.94

6.79%
26.79%

9.39%
-5.97%

12.85%
-9.77%

Page 15
• The development of the New Business Plan included extensive interviews
with each employee by the Office of Operational Analysis to ensure
employees input.
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• It was an employee suggestion to revamp procedures during RUSH, making
it a better experience for both customers and Customer Service
Representatives.
• Managers are present at teller windows during RUSH and during periods of
heavy customer traffic.
Page 18 exhibit 9
• The leak adjustment forms are available on the ACCPUD website and are
self-explanatory.
• PUD publishes after hours emergency contact information on our website
and on our customer bills.
Page 19
• Many accounts choose to pay directly from bank’s payment centers and do
so successfully.
• The Customer Service Center accepts credit cards only at the customer
service windows and not in existing offices where accounts are initiated, for
security purposes.
Page 29
• Finding 1: No formal policies or procedures are in place; however, page 5 of
the draft audit report states there is a binder of SOPs, which is correct and
which was developed by in-house staff.
• There are also several sections of Code that dictate policy and daily
procedures which the department cannot abrogate.
Clarifications or Omissions which Merit Inclusion
Page 1
• 42,000 customers verses 40,154 meters. The report would be more
internally consistent to use the AMI-validated number of 40,154.
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Page 2
• If intending to describe the department’s scope of services, more than
water distribution and wastewater collection is involved. Also supply,
drinking water production, water reclamation and water recycling.
• It merits stating that net operating revenues are pledged to capital. A
forward-funded capital program is preferable to increasing per capita
revenue-bond debt when possible.
Page 5
• In 1989, numerous departments switched from Cameo to HTE billing
software. All records prior to 1989 transition, including customer addresses
were lost. The bulk of the deposits were made by students that were never
reclaimed at the end of their lease. On all accounts initiated prior to 1989,
the WBO does not have customer ID nor address. There is an extraordinary
turnover of accounts in Athens-Clarke County. The figures average to $36
per account, which approximates the $30 deposit stipulated Code Section
5-3-73.
• This paragraph states that ACCGov is in violation of state law. Staff has
worked with both the ACC Finance Dept. and the ACC Attorney’s Office
relative to accounts beyond the OCGA 44-12-190 dormancy period. PUD
staff will review how other departments comply with this state
requirement.
• Our recollection is that the engagement of an outside consultant was
discussed during the audit. The purposes are self-evident regarding:
insights gained from professional expertise, breadth of knowledge obtained
from consultants who work with many other agencies, fresh eyes and
objectivity.
o Regarding the survey respondents, it may be relevant to compare the
scale and scope of the departments that said 100% of their P&P’s
were written in-house with PUD.
o $206,500 over six years is less than 0.07% of the revenue over that
period. For activities that touch 480,000 residential and business
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accounts each year, that level of professional engagement seems
apropos.
o Along with the April 2008 M&C adoption of the tiered rate structure,
these sections of Code also govern WBO policies and procedures: 51-42, 5-1-43, 5-2-5, 5-2-6, 5-3-2, 5-3-3, 5-3-8, 5-3-9, 5-3-10, 5-3-11, 53-12, 5-3-13, 5-3-14, 5-3-48, 5-3-73, 5-3-77, 5-3-78. 5-3-80. 5-3-81
and 5-3-83.
Page 14
• All customers have long had the option of no-fee bank auto draft.
Automated Clearing House is the most efficient and cost effective (low
overhead) method of payment.
Page 17
• The Customer Portal can be accessed by internet or phone.
Page 18 exhibit 9
• For a fair comparison, on-line credit card or bank draft payment should be
split into two rows
o with Solid Waste services fee and
o without Solid Waste services fee.
• In person should also itemize methods of payment: credit card, check, debit
card, cash, etc.
Page 23
• Finding 3. What other billing software used by other departments was HTE
compared to in regards to being time consuming and inefficient? Is this a
reference to Click2Gov or are there other systems used, and do these other
systems include customer payment and a processing fee?
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Specifics
Recommendations 2 and 6 are substantially the same. ACCGov is moving to
Munis, as approved by M&C. That decision is independent of billing software;
therefore, recommendation #2 to update or replace the software implies billing
software. Recommendation # 6 to implement an updated billing system. Both are
under element #1 and are redundant.
Recommendations 1 and 8 are also substantially similar, although under different
elements. Therefore it seems proper to renumber 8 as 1, repeated under
element #3, since it is the same recommendation.
As a consequence, seems there should be 9 recommendations rather than 11.
Page iii. Thank you for your comments regarding cooperation. Your work was
important to PUD, and the customers it serves.
Pages 4-5
The PUD has submitted a new initiative for cost savings to forward unpaid bills to
a collection agency in the FY21 budget request.
The new Business Plan identifies a Write-Off Policy that was developed in
conjunction with the ACC Finance Dept.
Page 5-6
The audit implies the $400,000 is aged over the five year dormancy period. The
bulk of the $400,000 was between 1989 and 1990.
PUD would like to clarify if the audit recommends more aggressive shutoff for
nonpayment? Is aggressiveness appropriate for low-income households?
The binder has policies dating back to 1993. Consistent application of the rules is
generally a good thing; however, the existing Policies and Procedures have been
reviewed, updated and incorporated into the New Business Plan.
It was inefficient and wasteful to finalize the New Water Business Plan until AMI
and the customer portal were fully enacted. But changes were implemented,
with training, along the way.
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Page 7
A paperless billing option is an excellent idea, one which WBO is working on.
Page 8
The 225 meters read per day as a quota is a moot point, since only one meter
reader exists and will be reassigned thru attrition within 3 months (down from ten
meter readers,) and the number of manual reads due to meter connectivity is
approximately 100 per month for all cycles and is decreasing.
Page 9
Billing cycles spread across the month have the benefit of continuous processing
and leveling workload, which is more efficient than experiencing monthly peaks.
Page 11
June 2016. Readers may interpret the timeline to mean that mistakes were
made. To the contrary, the need to fine tune the change out process and
coordinate with the customer after the first pilot demonstrates exactly why pilots
are essential to the success of high-tech innovation projects. Piloting made the
innovation less troublesome to all customers.
Page 13
Supervisors are delegated more latitude in resolving customer issues than frontline Customer Service Representatives (CSR), as should be. An example is
arranging payment schedules according to the customer’s needs and resources.
Page 14
Regarding the number of WBO employees, a memo to the Office of Operational
Analysis on November 13, 2018, stated that the median value for telephone calls
per customer service representative published in AWWA/WEF benchmarking
report is 3,777 calls per year per CSR. In FY 2018, the WBO handled 4,941 calls
per CSR.
That November 13, 2018 memo also quantified the level of CSR understaffing
compared with industry benchmarks. To reach the industry median would entail
hiring eight additional CSRs.
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Page 15-16
The survey was conducted shortly after the market survey was completed by
ACCGov. A number of employees anticipated but did not receive any pay
adjustment due to the market survey, resulting in a decrease in employee morale.
Cross-training is occurring between the Senior CSR and the CSR. In addition, the
Field Service Technicians are cross trained in regards to turn offs and collections.
WBO staff is provided the available ACC Organizational Training and encouraged
to participate.
Parking. Conversion of gated employee parking to customer parking no longer
feasible.
Page 17
WaterSmart can be accessed by internet or phone, billboards and stuffers.
Page 18 exhibit 9
Gwinnett County is practically an order of magnitude larger than the other listed
jurisdictions. The miles of existing infrastructure and the population they serve
are several times larger than ACC Utility Systems. Economy of scale matters in
these considerations.
For clarity, on-line payment should be split into two rows: with fee and without
fee or distinguish between those jurisdictions that charge a processing fee and
those that don’t charge a credit card processing fee in the chart.
In-person should also say by credit card, check, cash, debit card, etc.
The leak adjustment forms are easy to get to on the web and are self-explanatory.
The Water Business Office has after-hours emergency services, but the
department does not allow field personnel to receive payments due to safety
concerns. To do so could constitute a material finding in a financial audit.
The WBO also provides auto draft with credit card option.
Most Google reviews of utility departments are 3 or below on a scale of 5.
Oconee County, which has the greatest number of bullets in the draft report,
rates 2.3. Gwinnett County, which has the second-highest number of bullets,
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rates 1.9. ACC as a whole rates 2.2. It is expected that ACCGov will increase its
rating as more people take advantage of WaterSmart and thus reduce their
consumption in the higher price tiers. Complicated high water bills are an
independent variable that probably has a high correlation to customer
satisfaction. Also, the National Citizen Survey from 2018 scores utility billing as
similar to their national benchmark.
Page 19
The statement “Why don’t you accept credit cards payments, seems ancient”
from the Customer Satisfaction Survey should not have been included, since the
WBO does accept credit card payments
Page 21
Having a 6,000 AMI gap is not efficient. Gainesville may not be a utility to
emulate. It is PUD understanding that the Sensus I Pearl Meter used by Gainesville
is involved in a lawsuit.
Page 22
Gainesville took 14 years to get to 89%, with 18 months remaining for its meter
program. ACCGov was smarter with both time and money by skipping the AMR
step and ensuring more complete coverage.
Page 27
Some of the definitions are not used in the report, e.g., Service Delivery Plan,
capex, benchmarking and exception report.
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Below is the Public Utilities Department’s response to the Audit Findings
APPENDIX C
DEPARTMENT’S RESPONSE
INTERNAL CONTROLS

SCOPE: Evaluate internal controls, to include the reliability of financial and operational
reporting.
Objective: determine if internal control weaknesses exist at the WBO.
1. H.T.E. Enterprise Resource Planning systems software
2. Support from various ACC departments
FINDING 1:
No formal policies or procedures are in place
at the WBO.

RECOMMENDATION:
(1) The independent consultant should finalize
the Operating Policies and Procedures and the
Water Business Office should implement them
within the next 12 months.
Partially Agree: ☒
Disagree: ☐
Agree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
The Public Utilities Department partially agrees with this finding. There are numerous existing
Policy/Procedures (P&P) in place in the Water Business Office (WBO).The Audit Report
acknowledges same on page #5 of the report. The existing P&P notebook on file in the WBO was
developed entirely by PUD staff. In addition, there are several sections of Municipal Code that
dictate how certain things are handled in the WBO. The new Business Plan includes the
implementation of numerous new processes, checks and balances and P&P. There was a question
noted in the Audit Report regarding the decision to use an outside firm to assist with the
development of the new Business Plan; much insight was gained from new and fresh ideas the
professionals brought to the table. In addition the knowledge and fresh ideas obtained by the
professionals from working previously with multiple other municipalities and incorporating some
of those ideas into our new Business Plan will pay dividends in the WBO for years to come. The
PUD agrees the New Business Plan will be implemented within the next 12 months.
IMPLEMENTATION TIME FRAME:
The new Business Plan will be implemented within 12 months.
FINDING 2:
WBO software is outdated.

RECOMMENDATION(S):
(2) Update or replace the software to interact
with the financial software used throughout
ACC.
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(3) Provide extensive training on all facets of the
H.T.E. software or purchase the financial
software used by other departments in ACC.
(4) Proactively pursue continuous improvement
in technology, work practices, and processes to
eliminate the heavy dependency on other ACC
departments and the software vendor for
technology support.
(5) Hire a financial/operations manager
proficient in up-to-date ERP software to
generate utility reports, conduct financial
analysis, communicate data across reporting
levels within the WBO and with other ACC
departments as necessary; support WBO
operations, evaluate internal controls, and
ensure the WBO becomes compliant with the
Disposition of Unclaimed Property Act O.C.G.A.
Section 44-12-190.
Partially Agree: ☒
Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
(2). PUD agrees with this finding; however, there appears to be confusion in the Audit Report
regarding Enterprise Resource Planning (ERP) and Billing Software. ERP is not the same as Billing
Software. PUD will initiate a Request for Proposals (RFP) thru the ACC Finance Department and
Information Technology Dept. requesting a proposal for the provision and implementation of a
new Billing Software. It should be noted staff recognized the need to accomplish same prior to
the audit initiation, but considered implementation of a new Billing Software before finalization
of the AMI Project, review of the existing water and sewer rate structure and prior to the selection
of the ERP by ACC would create major implementation problems, additional costs and project
delays.
(3). Staff partially agrees with this portion of the finding. Although extensive training has been
made available previously, immediate efforts will be made to provide more additional and
extensive training on all facets of HTE/Sungard. Per ACC Information Technology Dept.
implementation of a new Billing Software will take approximately 24 months to implement once
the billing software has been selected.
(4). PUD agrees with a portion of this finding. PUD proactively pursues continuous improvement
in technology, work practices and processes to eliminate dependency on other ACC Depts.
(Examples; Upgrading the AMI System to 5G before the project was completed, utilizing Cellular
Meter Interface Units(CMIU) to eliminate trouble spot polling areas, implementation of the
Customer Portal, which allows the customers to monitor and manage their water usage online,
thereby enhancing customer service, and recognizing operational processes shortcomings and
lack of consistency by developing a New Business Plan for the WBO. The new Business Plan will
be implemented within 12 months.
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(5). The PUD agrees with this finding. The Mayor & Commission approved a Financial Analyst
position in the WBO, as recommended by the Manager. The job description has been developed,
Human Resources is reviewing, and PUD will be advertising to fill the position within 4 weeks.
PUD recognized the need for additional staff to communicate and share information with other
departments and responded by funding an Informational Technology position. The New Business
Plan includes the process relative to the disposition of unclaimed property and same will be
initiated within twelve months when the new Business Plan is initiated.
IMPLEMENTATION TIME FRAME:
See above.
FINDING 3:
The customer billing process is timeconsuming and inefficient.

RECOMMENDATION:
(6) Implement an updated billing system
improving the speed and efficiency of the
billing process.
Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
(6) PUD agrees with this finding and will work with the ACC Finance Department and the
Informational Technology Department to develop and advertise for Requests for Proposals (RFP)
to facilitate the review and selection of a new Billing Software for the WBO.
IMPLEMENTATION TIME FRAME:
(a). Finalizing the RFP, advertising the RFP, reviewing available software and selecting a
Billing Software is estimated to take approximately 6 months; (b). Billing Software
Implementation will require 18 months to complete, dependent upon the Mayor &
Commission deliberations regarding the tiered water rate structure.

ADVANCED METERING INFRACTURE (AMI)

SCOPE: Review progress on the implementation of the AMI System
Objective: Determine the status of the AMI implementation process.
FINDING 4:
The implementation of the AMI technology is
complete. Public Utilities completed the
installation of the project in November 2019.

RECOMMENDATION:
(7) Continue to enhance the AMI system to
reduce misreads and the lack of polling by
either the installation of additional collectors or
by other means.

Agree: ☒
Partially Agree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:

Disagree:

☐
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PUD agrees with this finding. Staff continues to seek technology advancement to the AMI System
that will enhance customer service while also improving system performance. Staff is working
with ACCGov Finance Department to advertise an RFP for a Financial Component that will
complement the AMI Customer Portal. Features will include paperless billing, establishing or
modifying an account on line, online payment by e-check or credit card, etc. Staff is currently
working with the AMI Software Company to move data management from a server to cloud
based, resulting in data efficiencies and long term cost savings.
IMPLEMENTATION TIME FRAME:
The Financial Component of the Customer Portal and the cloud based storage data will be
implemented within twelve months.

CUSTOMER SERVICE

SCOPE: Do opportunities exist to improve customer service delivery and improve employee
morale?
Objective: Determine if opportunities exist to improve customer service delivery and improve
employee morale.
FINDING 5:
Customer service procedures lack consistency.

RECOMMENDATION:
(8) Establish standard customer procedures that
all staff adhere to.
Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
Staff agrees with this finding. Prior to the initiation of the Internal Audit of the WBO, staff has
already identified short-comings and initiated the development of a new Business Plan for the
WBO. One of the reasons for the Plan development was to memorialize the day to day operating
procedures, thereby creating operational consistencies and processes to ensure staff is using the
same metrics and standards. In addition, the new Plan implements a variety of checks and
balances that will result in improved performance efficiencies across the WBO.
IMPLEMENTATION TIME FRAME:
The New Business Plan will be implemented within the next 12 months.
FINDING 6:
ACCUG departments are not afforded the
opportunity to collaborate with the WBO staff
to maximize customer service.

RECOMMENDATION:
(9) Empower the Solid Waste staff by training
them on how to create accounts, take and post
payments, and to assist during high levels of
account activity.
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Agree: ☐
Partially Agree: ☒
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
PUD staff partially agrees with this finding. WBO staff has continued to collaborate with other
departments to improve overall customer service. Examples are when PUD and T&PW Storm
Water opened a joint office on the East side, closer to that customer base. While ultimately the
volume of transactions did not warrant keeping the satellite office open, this is still an example of
collaboration between the WBO and other depts. The WBO continues to work with Solid Waste
and Information Technology to identify ways to improve customer service. Solid Waste has
manned a station at the WBO during RUSH to provide information regarding available solid
waste services. In addition a computer station was established in the lobby of the WBO allowing
customers to sign in to the system rather than standing in a long line waiting their turn.
Unfortunately available existing work stations limit utilizing Solid Waste staff assisting with taking
payments, creating and posting to an account, etc. WBO staff will ensure that HTE training is
made available to Solid Waste staff, so that the WBO can utilize their talents as the opportunities
become available.
IMPLEMENTATION TIME FRAME: Immediate and at the same time training is made available to
WBO staff as identified in finding #3.
FINDING 7:
Customer parking is inadequate.

RECOMMENDATION:
(10) Controlled parking or additional parking
spaces are needed for customers. A single
entrance and separate exit both with gates
would assist with parking issues.

Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
A. PUD agrees with this finding. Staff will work with the ACC T&PW Traffic Engineer to
request an evaluation of traffic flow patterns at the Customer Service Center (CSC),
inclusive of striping and signage.
B. PUD recommends designating the three existing parking spaces on Hancock Avenue in
front of the CSC and the three spaces adjacent to the CSC on Lumpkin Street be
designated for WBO Customer Parking only.
C. PUD recommends implementation of the Customer Drive Thru Window that was included
in the original building design.
D. PUD recommends the reallocation an existing vacant Meter Reader position to a full-time
police officer position to provide security for the CSC. Responsibilities will include
monitoring all customer parking and traffic movement. Currently, the WBO utilizes off duty
police officers during RUSH and peak volume periods.
IMPLEMENTATION TIME FRAME:
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A.
B.
C.
D.

2 months.
6 months
12 months
4 months

PROCESS IMPROVEMENTS

SCOPE: Determine the potential for process improvements
Objective: Determine if there are processes or improvements that would benefit the WBO.
FINDING 8:
Customer Satisfaction Survey results indicate
customer expectations are not being met.

RECOMMENDATION:
(11) Technological enhancements are necessary
to improve customer satisfaction. Some
examples are:
• Proactive alerts — notifications via text or
email when trending towards higher usage.
• Interactive Voice Response (IVR) technology,
which will allow customers to pay via
telephone to an automated system.
• Ability to pay bill online with a credit card or
e-check without a processing fee.
• View account activity in real time.
• Start, transfer, or stop service electronically
and receive a confirmation number
immediately indicating receipt of the form.
• Card scanners installed at each CSR station
for the processing of credit card payments..

Agree: ☒
Partially Agree: ☐
Disagree: ☐
ACTIONS TO BE TAKEN OR PLAN TO BE IMPLEMENTED:
PUD agrees with this finding. a). Proactive Alerts: The AMI Customer
Portal is currently providing customer alerts relative to potential leaks
or upward trending water usage. Staff is currently trying to capture
email addresses from the HTE/Sungard Billing System to increase
potential customer notifications. In addition, the new Business Plan
includes a revised Customer Application for Service that request an
email address. All designed to increase customer notifications. B).
Interactive Voice feature will be included in the RFP for the Financial
Component of the Customer Portal. c). The ability to pay online with a
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credit card or e-check is included in the Financial Component of the
Customer Portal RFP. d). View Account Status in Real Time: This is
currently being accomplished regarding volume usage. The Financial
Component RFP will allow same for account financials. e). Start,
transfer or stop service electronically with confirmation; This feature is
included in the RFP of the Customer Portal. f). WBO currently has card
scanners at each Customer Service Representative station at the front
counter for processing payments by credit.
IMPLEMENTATION TIME FRAME:
Nine months to implement the Financial Component of the Customer Portal.
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Proposed Audits for Calendar Year 2020

1.

Department
Audit Topic(s)
Animal Services Department
Approved

Additional Information
Newly established department placed under the Manager's
Office.
Areas of interest:
1. To better protect the health and safety of animals in the
Athens-Clarke County Animal Shelter.
2. Evaluate existing operating procedures; do employees
know how to access and use them.
3. Do staffing levels meet minimum national standards for
providing care to shelter animals.
4. Review the existing animal database- are reports accessible
5. Role of nonprofit partners in funding assistance and
adoption procedures.
6. Are staff properly trained to perform the duties of their
jobs.

Proposed Audit Scope
Objective and Scope:
The objective of the audit is to evaluate Animal Services
operations as compared to best practices and to determine
whether they comply with applicable laws, regulations,
and policies. The audit will focus on animal kennel care,
shelter sanitization, policies and procedures, staffing,
training, drug inventory management, and the
department’s automated information system.
Proposed scope
• Analyze staffing levels needed to properly care for the
animals within the shelter.
• Review shelter sanitization protocols to prevent the
spread of pathogens leading to disease.
• Review the training practices established for length of
time and skill development.
• Review impound protocols for health issues.
• Review certifications of staff to perform assigned duties
within State regulations.
• Review departmental euthanasia policies and practices.
• Review budgetary allocations related to the annual
operating budget for Animal Services.

2.

Finance Department
Purchasing Division

Purchasing Card (P-Card) Program
1. High value transactions and high amounts per month
across multiple transactions
2. Duplicate and split transactions
4. Late or missing cardholder or manager approvals
5. Keyword search could reveal personal transactions or other
violations
6. Maximum spending limit/day (per transaction)
7. Are itemized receipts reviewed
8. In FY19 the Purchasing Division issued 323 P-cards

Objective and Scope:
• Assess Internal Controls and processes/procedures of the
P-card program.
• Are cardholders in compliance with the P-card policy
• Evaluate P-card reconciliation process
• Conduct financial transaction analysis to determine if
unauthorized purchases are approved
• Is consistent documentation submitted by P-card users
• Determine if internal control weaknesses exist

3.

SPLOST Program

Areas of interest:
One SPLOST program. For example, SPLOST 2011.

Objective and Scope:
1. Administrative Oversight
2. Project Savings
3. Local Contractor support
4. Citizen input and user group viability (are impacted
citizens properly included in final project design process?)
Do the details of the final project design match the
original intent of the project as presented to the original
citizen committee?

4.

Grant Mgmt. Program

Common findings
• Untimely report submissions
• Lack of documentation
• Inadequate monitoring of subrecipients
• Inadequate time/effort reports
• Commingling of funds
• Excess cash on hand
• Unallowable costs
• Inappropriate changes
• Conflicts of interest

Objective and Scope:
• Evaluate performance oversight and program outcomes
• Evaluate grant process (programmatic, budgeting,
accounting, etc.)
• Are grant resources utilized in accordance with the
contract
• Determine if training is needed

Risks unique to the elections process
1. Segregation of Duties
2. Document Management
3. Policies and Procedures
4. Reduced Confidence
5. Voter Registration Systems
6. Transmission based risks - Poll books

Objective and Scope:
• Determine whether BOE has the controls in place to
ensure an accurate, fair, and efficient election
• To assess the effectiveness of BOE's efforts to comply
with reporting and disclosure requirements
• Determine if the BOE has administrative rules, policies
and procedures in place
• Assess the effectiveness of BOE's efforts to comply with
reporting and disclosure requirements

Administration, Compliance and
Oversight

5.

Board of Elections
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