Agenda Item # 12
ATTACHMENT A.2

November 15, 2016

To:  The Honorable James Hilty, President of the Council
The Honorable Brent Malever, President Pro Tem
The Honorable Matthew Wardell
The Honorable Jay Musleh
The Honorable Mary Sue Rich
The Honorable Kent Guinn, Mayor
John Zobler, City Manager

Re:  Water Resources Billing Processes - Project 2016-05

Internal Audit reviewed the system of management controls and processes over utility customer
billing, to include the establishment of and changes to billed services. The audit was part of our
FY 2016 audit plan that was created from our risk assessment with management.

We worked with a process review team (Team) comprised of staff members from the Water &
Sewer, Growth Management (Building), Utility Billing, and Customer Service Departments to
identify processes. Additional staff members were invited to meetings based on the particular topic
and its application to their work area.

We developed process maps for the different utility billing scenarios that either start or modify
utility services that are: new construction, annexations, increases in service levels, CDBG &
housing rehabs and new W&S lines added. The Team identified gaps and opportunities for
improvement in communication and processes, and discussed methods for improving those
processes. Internal Audit formalized/documented the process maps and reviewed the maps with
the Team for accuracy — See ATTACHMENTS 1 through 5.

During the review, opportunities to improve and strengthen controls were identified. The Building
Department modified communication processes to strengthen controls in communicating utility
service levels and changes to Utility Billing to prevent future errors in the areas of new
construction, annexations, increases in service levels, and CDBG & housing rehabs.

We appreciate the assistance of all personnel involved in the review from Water & Sewer, Growth
Management (Building), Revitalization Strategies, Utility Billing, and Customer Service
Departments.
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oberts Jr., Internal City 4

cc:  Sean Lamer, Director, eering and Water Resources
Mary Ann Davis, Director of Finance and Customer Service
Ty Chighizola, Director, Growth Management
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2016-05 Water Resources Billing
Process Maps

Building Dept

Customer Service

New Construction
Utility Billng

Water & Sewer

ATTACHMENT 1

Notes & Questions

Builder applies for permit. If
property outside City, County
permitting reqd.

v

I
[

Submits Plans, pays
commercial impact
fees (SDC)

Building officials review and
examines plans,
approves/disapproves,
enters project information
into Trackit

v

Building Dept issues permit
(see note 1)

Builder goes to Customer
service (CSO) to set up and
activate account

w/temporary waterand |
electric. Service order is \

generated for meter
installation.

Builder returns to CSO to re-

Meter is correct size,
temporary billing begins.

WA&S tech
drops
meter.

/ Note 1

1. If the property is outside City
limits, County permitis needed.
Annexation documents started if
not contiguous. If the well or
septic fail, and the property is
inside the service territory, the
owner can be connected with an
"outside city" surcharge, and is
not required to pay availability
fee.

apply and make adjustment
to fee/service. Service order

is generated for meter —
installation. \

Temporary billing

Meter is incorrect size, tech
contacts W&S admin and/or
superintendent /
Engineering or Building to
notify builder of change in
fee & re-application needed.

WA&S tech drops meter.

Builder complédtes construction

Building inspector does site
visit to verify structure is
built according to plans.
I

Pay residential
impact fees

Building department issues
Certificate of Occupancy
(co)

Occupant goes to CSO to
activate the new account
and begin services.
(see note 1)

Application,
purchase or
lease contract,
deposit.

All services are activated

ATTACHMENT 1



2016-05 Water Resources Billing ATTACHMENT 2
Process Maps
Contiguous Annexations (Approved)
Building Dept Customer Service Utility Billing Water & Sewer Notes & Questions
Application is entered in
TrakiT to initiate continguous 1. If the annexation is not
annexation case. contiguous, it will be entered
Notifications are sent to into TrakiT with an "on hold"
W&S, advertisements made, Current W&S Customers status. If the well or septic fail,
" Solid Waste, Stormwater, and and the property is inside the
and public hearing scheduled. 4
(see note 1) Fire Fees added to account. service temlory: the o:nner-can
be connected with an "outside
4 city" surcharge, and is not
, required to pay availability fee.
L 7 Not a current W&S Customer,
Y rd does not connect (W&S not
2 available)
/ 17| Solid Waste, Stormwater, and
Public | | Fire Fees added to account 2.1 sheannextiontsaot
B approved, and the property is

Hearing

v

APPROVED (see note 2)
Notifications sent to Utility Billing, |2
and Operational Depts.

l

Water and/or Sewer
Customer pays impact fee
(SDC) and applies for
plumbing permit.

Bldg dept sends sewer card to
W&S and Utility Billing.

b

Customer is added to GIS
mapping.

v

Plumber makes connections

Water & Sewer
Customer goes to CSO to
update or establish account

(pays dep). Service order is =

generated for water meter
installation. Sewer service is
established

Updated billing begins

Not a current W&S Customer,
does not connect (W&S
available)

WA&S availability, Solid Waste,
Stormwater, and Fire Fees
added to account.

>

Customer account is verified
or updated with Sewer
service.

W&S Tech installs water
meter and conducts
inspection

inside the service territory, with
availability, they can still be
connected with an "outside city"
surcharge.

ATTACHMENT 2



2016-05 Water Resources Billing

Process Maps

Building Dept

Increases to Service (structural additions)

Customer Service

Utility Billing

Water & Sewer

ATTACHMENT 3

Notes & Questions

Builder applies for
permit

Submits Plans for I
review

Building officials review and
examines plans,
approves/disapproves,
enters project information
into Trackit

Y

Building Dept issues permit
and notififies Utility Billing of
increased square footage,
impervious area, and changes
to W&S and Electric services
(impact fees).

Utility Billing updates fire
fee and stormwater fee
based on increased square
footage and impervious area

(impact fees).

|

Builder completes
construction

!

Building inspection
completed, CO is issued.

Changes in water & sewer
will generate a service order.

Water and Sewer tech
makes necessary changes.

4

( Updated billing begins.)

Building Dept

Customer Service

Increas

Utility Billing

es to Service (adding unit space)

Water & Sewer

Notes & Questions

Builder applies for
permit

Submits Plans for I
review

4

Building officials review and
examines plans,
approves/disapproves,
enters project information
into Trackit

v

Building Dept issues permit
and notifies Utility Billing of
increased square footage,
impervious area, and
changes to W&S and Electric
Service.

L

Builder completes
construction

.

Building inspection
completed, CO is issued.

Utility Billing updates fire
fee and stormwater fee
based on increased square
footage and impervious

area.
Changes in water & sewer
will generate a service order.

y

CUpdated billing begins.)

Water and Sewer tech
makes necessary changes.

ATTACHMENT 3



2016-05 Water Resources Billing
Process Maps

Building Dept

Finance

CDBG & Rehab projects
Utility Billing

Water & Sewer

ATTACHMENT 4

Notes & Questions

Applicant is referred by the
building department or
they call in for assistance.

!

Prescreening for:
1) inside City limits

2) income qualified
3) W & S availability

4

Application process
proceeds. (If an emergency,
this process is expedited for

health/safety
considerations)

y

The following processes
occur simultaneously.
1) The project is put out to
bid
2) CSO is notified and a work
order is generated for meter
installation (CDBG funds)
3) W&S is contacted to make
them aware of the project.
4) SDC fees are paid (CDBG
or Affordable Housing Fund)

I

Contract is awarded to
lowest bidder. A notice to
proceed is issued.

!

Contractor applies for and is
issued plumbing permit.

|

Sewer connection card is
created and sent to Utility

If it is an emergency
situation and the applicant
does not qualify because of

financial or city limit

requirements, they are

referred to the Finance
Dept. for possible financing

with a promissory note.

»| received and service order is

Sewer connection card is

Billing.

Rehab specialist conducts
final inspection and signs
off on the project.

created.

Service order is closed

and account is
activated.

Tech will field verify
connection.

ATTACHMENT 4



2016-05 Water Resources Billing

Process Maps

Water & Sewer

Utility Billing

New Lines Added

Customer Service

Building

ATTACHMENT 5

Notes & Questions

A determination is made
that new water and
sewer lines should be

added.

Water & Sewer Dept runs
lines, or engages contractor
to run lines.

y

Customer addresses are
collected for billing
purposes.

Y

Message using the
communication log is sent to
Utility Billing to update
customer billing accounts.

Customer accounts are
updated with applicable
services and new charges

ATTACHMENT 5



