Presentation and
Discussion ltem {{ _

AUDIT SUMMARY

SO  FY 2020

Mesallater  Audit Results

22 MARCH 2022

m Consulting, Inc.
HARRY LORICK, PE, PWLF

ZACHARY ZEILMAN, PP

Audited Departments

© 00

WATER CUSTOMER FINANCIAL ENGINEERING PUBLIC AFFAIRS  ADMINISTRATIVE HUMAN
OPERATIONS SERVICES SERVICES SYSTEMS RESOURCES




3/22/202.

O

WATER
OPERATIONS

2]

CUSTOMER
SERVICES

FINANCIAL
SERVICES

ENGINEERING

o

PUBLIC
AFFAIRS

&

ADMIN,
SERVICES

HUMAN
RESOURCES

Water Operations Performance Audit - Scorecard

No Performance Indicator Definition | source —
[Work Performance
The 10KPI" d 3 points for an ADP that .
X 3 Rt it Lowerthan | Within | Higherthan
Results from the 10Key Performance Indicators for | higher than planned range; 2 paints far within
1 ) . CMMS Planned Planned Planned
the Fiscal Year. planned range; and 1 point for lower that planned
Range Range Range
fange.
[Verify Accurate Reporting of Work
Percent of accurate work reporting and entry, Paints
of focus includes as applicable: Activity Number, Greater th
al a
2 |work Reporting Accuracy. Project Number, Employee Name, Labor Hours, cmvs | 29% orLess | 90% to sa% | " 9;'6 "
[Equipment Hours, Parts/Materials, and Work
Quantity
Management Process. Score
Percent of compliance with meeting the deadline
dates for submitting the 2week schedule, work Electronic Greater than
Week Scheduling, Eatry, & Monlhly Stat . . . Le to 94%
3 |Two Weekscheduling, Data Entry nlhly Status | rting data entry, and holding the monthly work | Document | 9% OT 15 | 80% 9%
status meeting
|Accuracy of Assets Score
. Riswiive arid alfirm quarterly asset meetings eccurdd | Manual Less than
Ll Ffi ly asset verificati tings, N/A 1
P asaneriass o ||7n me. Should be completed at 100% Files 100% ) 0% N/A
Water Quality Score
Review and affirm monthly water quality reports senf|
i thi t i t rts submitted M (
5 [verfy monthly water quality testreports submitted |, oo b mited on time, Email confirmation anual ||}]|| Less than N/A 100%
to California Division of Drinking Water Files 100%
attached to each monthly report.
Production Duty Operator Score
Comparison of the submission time of the emailed
& Prcd?mion Duv!v Checklist lo‘!he agreed upan ti.me PErcenluf\.Nork shifl.s where all emails/checkiists Manual file] 23% or Less | 54% to 96% 97% or
requirements in the Production System Operation (were submitted on time. Greater
Plan. Documented an the daily performance Iug
Comparison of the submission time of the Weekly
7 Water Supply Forecast to the agreed upon time. Percent of Weekly Water Supply Forecasts thatwere | o | Less than /A 100%
requirements in the Production System Operation submitted on time. 100%
Plan_Documented on the weekly performance log
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Water Operations Performance Audit - Scorecard

No Performance Indicator I Definition I Source
Fleet Compliance
5 Quarterly CHP/BIT Completed (Compare planned CHP/BIT schedule for fleet to Manual Less than N/A = Less than
uarterl 00%
Y P actual results. Should be comoleted at 100% Files 100% 100%
g % | SMOG Testin [Compare planned SMOG Checks schedule for fleetto | Manual Less than N/A 100%
n esti
nua £ actual results. Should be completed at 100% Files 100%
10 N | Opacity Testi [Compare planned Opacity Testing schedule for fleet Manual Less than N/A e
u in
S to actual results. Should be completed at 100% Files 100%
Revlew of Compliance Documentation Score
Review of Regulatary Compliance Reports. Auditor to
1 randomly select and confirm three {3} reports have  |Three (3) randomly selected reports completed and Manual Less than N/A 100%
been completed and submitted to appropriate submitted on time at 200%. Files 100%
repulatory agencies. =
Action Plan Compliance Score
. . = . N Zero Root
Review of all action plans associated with the Root  |Percent of resolved actians for all plans and :
- i q = " - Electronic 90% or Causes to
12 Cause Analysis. Confirm that an action plan exists and|confirmed by signature of Department Manager and 79% or Less | B0% to B9%
el q Document Greater review
that progress is being made towards completion. (General Manager, A}
Review of all action plans associated with the Annual .
Water O tions Audit, Confirm that an action plai Percent aof resolved actions for all plans and Electronic %o
r Operation i i n action plan N . ectroni
13 . P . . s confirmed by signature of Department Manager and 79% orLess | 80% to 89% ° N/A
exists and that progress is being made towards Document Greater
) General Manager.
rompletion
|Continuous Improvement Scare
Previous 5% and
Review of the overall scare from the previous audit |Measure of overall department perfarmance ear's Greater OR
14 j P s Y Sorless | -a%tora% | o N/A
year. [compared to the previous audit year. Maintained
e Audit Gold

Overall Performance Scale

Overall Performance Score




Water Operations

Recommendations

No. 2 — Work Reporting Accuracy

Provide (re) training for work entry

Provide single location to store forms

Require auditor to provide a summary of errors in work entries

No. 5 — Verify monthly water quality test reports submitted to California Division of Drinking Water
(CDDW)

Document specific timing requirements for monthly reports in the Audit Guide.

No. 6 — Comparison of the submission time of the emailed Production Duty Checklist to the agreed upon
time requirements.

Document submission time standards. Use an excel function to determine on-time/tardiness of all
submissions to reduce audit time and human calculation errors.

No. 7 — Comparison of the submission time of the Weekly Water Supply Forecast to the agreed upon time
requirements

Organize the files within the fiscal year folder to clearly indicate each week’s submission. Update the PSOP
with time requirements for submission of the Water Supply Forecast. Clarify that forecasts must be
submitted on the Monday of the week that it covers.

No. 8 — Quarterly CHP/BIT Completed

Ensure all employees are trained to use, submit, and close out work orders containing the necessary dates
and information. Label and provide all work orders for this indicator to the Auditor

No. 11 — Review of latory Compliance Reports. Auditor to randomly select and confirm three (3)
reports have been completed and submitted to appropriate regulatory agencies.

Provide a count of all reports and consider increasing the sample size.

Define “on time” and the due dates for each type of report selected. Clearly indicate due dates on the

report or in a comprehensive spreadsheet. State that the due dates of certifications must fall within the July
1 - June 30 fiscal year timeframe to be considered.

O

Customer Service Performance Audit - Scorecard

WATER = P
OPERATIONS No I Performance Indicator Definition I Source
|work Performance
The KPI's are scored 3 paints for an ADP that is higher than Lower than Within Higher than
1 Results fram the Key Performance Indicatars for the Fiscal Year, planned range; 2 points for within planned range; and 1 point CMMS Planned Planned Planned
for lower that planned range Range Range Range
CUSTOMER j | i
SERVICES Verify Accurate Reporting of Work Score
2 Work Reporting Accuracy IPercem of accurate waerk reparting and entry | CMMS | 89% or Less | 90% to 94% I ::z::r
Management Process ! b i - L = |
Percent of campliance with meeting the deadline dates for Electronic Greaterth
FINANCIAL 3 Two Week Scheduling, Data Entry, & Monthly Status submitting the 2 week scheudle, work reporting data entry, Document B9% orless | 90% to 94% 5% am
EERUKCES and halding the monthly work status meeting
| Customer Satlsfaction T _ i
4 [Dverall result of the annual Customer Service Audit lt)verau Key Performance Indicator Score e (‘:usmm‘er | 71% or Less | 72% to R¥% meor
Service Audit Greater
5 Sra| Actlon Plan Compliance i
ENGINEERING. it B
Review of all action plans associated with the Annual Customer Electronic 90% or
5 Services Performance Audit Confirm that an action plan exists and |Percent of resolved actions for all plans Document 79% orLess | 80% ta 89% Greater N/A
o that progress is being made towards completion,
o - Score
PUBLIC o _ 5% and
AFFAIRS revious year's.
M t ch f Il departs t perf
& Review of the overall score from the previous audit year. e .oveva ‘epa it Perfarmance |-5% orLower| -4% to +4% Gre'ale'r L N/A
score compared to the previous audit year, Audit Maintained
e Gold Status
59% ar Less 60%-B%% 90%-100%
Overall Performance Scale :
ADMIN. = -
SERVICES A3
Overall Performance Score [l
HUMAN

RESOURCES
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No. 3 — Two-Week Scheduling, Data Entry, & Monthly Status

Staff performance data must be input into the Computerized Maintenance Management System on time.
Monthly work status meeting must be held on time.

Customer Services General

Include additional indicators, such as Customer Service Cost per Account — or ratio of employees to active

Recommendations accounts.

Include a final score from the Customer Services Audit Report, such as overall KP| score, and compare with
Industry Standard and Best Practice scores.

Create a score for the level of improvement that the Department has made on the overall score in the
Customer Services Audit Report from the prior year.

O

WATER Finance Performance Audit - Scorecard
OPERATIONS [ No | Performance Indicator | Definition | Source _Z
e E\Iark Performance J
" The KPl's are scored 3 points for an UPH lhal is lower than Lower than Within Higher than
CUSTOMER 1 gesulliszrom helSlKeyperomanceindiedior orihe planned range; 2 points for within planned range; and 1 point CMMS Planned Planned Planned
SERVICES scal Year for higher that planned range Range Range Range

Percent of accurate work reporting and enlry. Poinls of focus

. Includes as applicable Activity Number, Project Number, . o 95% or
2 Work Reporting Accuracy [Employee Name. Labor Hours. Equipment Hours, c 89% or Lesa] A% to 84% Greater
FINANCIAL Parls/Materials. and Work Quanlity.

SERVICES

i i i deadli i
Percenl of compliance with meeting the deadline dales for Electronic Greater thar)

9 3 Two Week Scheduling, Dala Entry, & Monthly Stalus  |submitling the 2 week schedule, work reporling dala enlry, 89% or Less | 90% to 94%
i B Document 95%
il nd holding lhe monthly work status meeting

[Raview of Financial System |—_Score
Change of i
Verify documnenlation and approval of new accounts. identify bolzic:r?:ls%zged
4 Verification of New Accounls accounls within the Charl of Accounts thal were established request Io?m 89% or Less | 90% to 99% 100% T
PUBLIC wilh corresponding documenlation tor the liscal year l;inancial
AFFAIRS Syslem
@ = IWECW
Miss  no
ADMIN. Monthly Close checklist
SERVICES . Verify the signed monlhly close checklist for Projects and ChecKlisland | Less lhan o developed
S Monthly Close Documenlation Expense Accounls and cooresponding fiancial stalements Financial 100% NiA 100% wilh
Statements supporting
information
HUMAN &

 RESOURCES
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Finance Performance Audit - Scorecard
No Performance Indicator | Definition | Source
z — ; = =
WATER . +- 10% of

OPERATIONS Rate of Relum on nvesimenls (Pension Trusl & OPEB Treasury Slalus | Less than S&P 500 Greater than;
6 Investmenl Performance (PARS/OPEB Trusl) Trusl), Performance lied lo S&P 500 for the liscal year Repori on 90% of Rate Rate of 110% of Rale;

e limelrame. Investmenls of Return of Return

Relurn
Treasury Slalus | Less than +/-10% of |Greater than
Rate of Retum on Invesiments (Other Invesimenls). N

CUSTOMER 7 Invesimenl Performance (Other Ir P lied 1o LAIF for the fiscal year limelrame. Report on 90% of Rate | LAIF Rate of [110% of Rala

SERVICES nvestments ol Reiurn HAelurn of Return

Less than +/- 5% of |Greater than
Fourih Quarier 95% of Budgeted 105% of

The amount of cash on hand. Measured at the end of the Financial Update| Budgeted unt Budgeted

fiscal year. Adjusted for any Board approved aclions.

&  [CashonHand

Report Cash on Cashon Cashon
FINANCIAL Hand Hand Hand g
SERVICES |
Less thai
The number ol days Mesa Water® can fully operale wilh no Fourth Quarter ::f/a o'" +/- 5% of Gr:;:/: :::“
9  |Days Cash revenue. Moasurod al the 6nd of 1ha liscal year. Adjustod lor  |Financial Updale Budgeted
. Budgeted Budgeled
any Board approved aclions. Report Days Cash
Days Days
1- 5% of [
Ralio of cash available for debt servicing to inleresl, principal | Fourth Quarter | Less than +BoZ;: Greater than|
ENGINEERING 10  |Debl Coverage Ralio and lease payments. Measured al the end of the fiscal year.  |Financial Update| 95% of Debt Approved 105% ot
[Adjusted for any Board approved actions. Reporl Ratlo Debl Aatlo Debt Ratlo
o | Action Plan C
IReview of all action plans associaled wilh the Annual
PUBLIC Financial Services Performance Audit. Conlim thal an . Electronic " " 90% or
AFFAIRS 1 action plan exists and Ihal progress is being made Percent of resolved aclions lor all plans Document 79% or Less| 80% lo 89% Grealer N/A
lewards com 5
Al - = T Score
Previ p 5% and
12 [Raview of the overall scare from the previous audil percenl change ol averall departmenl psfformance };gevrltzl::]ﬁies -5% or 4% to +4% Greater OR N/A
ADMIN. year score compared to lhe previous audil year. Audit Lower ° ® | Malimained
SERVICES Gold Status
@ 59% or Less| 60%-89% 90%-100%
Overall Performance Scale 7=
HUMAN 3 i
RESOURCES Overall Performance Score

General

Move Indicator Nos 6-10 to into a general District-wide category that reflects the financial aspects of the
Board and the whole organization.

Indicator No. 10 - File completed projects in a timely manner should be added to Financial Services for
future audits. This shared performance indicator would create and measure a functional relationship
between Engineering and Financial Services.

No. 2 — Work Reporting Accuracy

Same as previous group. Clearly documment work reporting standards and perform daily quality control.

Financial Services

No. 5 - Monthly Close Documentation

Develop a checklist with supporting information to enable the Auditor to review and score the performance
compared with the target.

Recommendations

Establish what actions and documentation are needed to perform a monthly close,
No. 8 - Cash on Hand and No. 9 - Days Cash

Review the ranges of these two indicators. Exceeding a certain percentage of cash on hand or days cash
may signify ill use of funds. This should be considered when setting the range for a gold score.

No. 11 — Review of Action Plans for the Previous Audit Year

LAC recommends that this indicator not be scored until all data and a full action plan is available for FY
2022-23.
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Engineering Performance Audit - Scorecard
e No. | Performance Indicator | Definition [ Source R
CUSTOMER -I"\ie@ Accurata Raporting of Work Score
SERVICES o
Percent of accurate work reporling and entry
e from sample. Points of focus includes as 95% or
L= i i : NMS o o/ o
]:,:‘;} ! Work Reporting Accuracy applicable: Aclivity Number, Project Number, and ¢ g A [ e Greater
= Lahar Hours
FINANCIAL -
SERVICES |Management Process Score
Percent of compliance with meeting the deadline
dates f bmitting the 2 week schedule, work
2 Two Week Scheduling, Data Entry, & Monthly Status pLes 4orsu e wee, el Electronic Files | 89% or Less 90% to 94% St
reporting data entry, and holding the monthly work 95%
status meeling
ENGINEERING ‘Eﬂn.'ﬁm m 3
Percent of labor hours directly associated with
3 Project Hours Capital and Expense Projects compared to available CMMS 69% or Less 70% to 79% | 80% or Greater
hours less leave.
Percent of construction inspections performed i
. n — n . Manual Files &
PUBLIC 4 Construction Inspections within 3 business days of request, Documentation . 89%orless | 90%to94% 95% to 100%
s |of inspection request and actual occurrence
Cost of construction contract change ordersin
e 5 Contract Management Capital Program projects to less than 5% cf the total |Financial System| 10% or Greater| 9% to 6% 5% or Less
value of open construction contracts
ADMIN, - g o " "
SERVICES 6 Efficiency of Plan Check |Percent of plans reviewed within 15 business days Manual Files 89% or Less 90% to 94% 95% to 100%
g
HUMAN g
RESOURCES
WATER = = =
OPERATIONS Engineering Performance Audit - Scorecard
No. Performance Indicator Definition Source
e 7 Efficien.cy of Cont.ract Award for Construction or Avera_ge time from'Committee/Board approval to AEcords 46 Days or 451031 Days | 30 Days or Less
Professional Services securing contract signature Greater
CUSTOMER
SERVICES Projects less than $400,000: Labor/Construction
8 Project Management Management Cost a3 a piareent of the total contract |Financial System| 30% or Greater| 29% to 16% 15% or Less
cost
Projects greater than $400,000: Labor/Construction
9 Project Management Management Cost as a percent of the total contract |Financial System| 20% or Greater| 19% to 11% 10% or Less
FINANCIAL cost
SERVICES
Length of time that ts are filed with Financial No projects
File completed projects in a timely manner; within B INF At PIOIRCE IR NG WIE Financia . 120 Days or A N
10 ) Services to begin formal project closing procass. Manual Files 119 to 90 Days | 89 Days or Less | completed in
three months of project close out. 2 4 Greater
Canfitm dates on the Project Closeout Checkdist, FY19-20
ENGINEERING [Action Plan C Score
i i i ith th
Review of a.ll actl.on plans associated “,“ e_ Pureent of resolved actions for all plans and
Annual Engineering Performance Audit. Confirm R -
11 _ ) . . confirmed by signature of Department Manager and| Electronic Files | 79% or Less 80% to 89% | 90% or Greater N/A
that an action plan exists and that progress is being  Manager.
made towards completion, EEr:
AFFAIS Cantinuous Improvement Score
eview of the overall score from the previous audit Measure percent change of overall department Previous year's 5% and Greater
12 ear e P performance score compared to the provious audit Performance | -5%orlower | -4% to+4% | OR Maintained N/A
year. year. Audit Gold Status
ADMIN 90%-100%
SERVICES Overall Performance Scale | : ==
e
" Overall Performance Score|
HUMAN 9

RESOURCES
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Indicator No. 1 - Work Reporting Accuracy
Allow the Principal Engineer to perform daily quality control of the work reports before submitting for input
into the CMMS.

Auditor should report what the errors were in the work reports.
No. 2 - Two-Week Scheduling, Data Entry, & Monthly Status
Monthly status meeting must be held.

No. 4 — Construction Inspections

Include the request date and the scheduled inspection date. Review forms after the inspection to ensure
the inspections are marked complete.

Jobs with multiple inspections should be added to the request form. Clarify that only the first inspection is
required to be performed within 3 business days.

No. 6 — Efficiency of Plan Check

Reco m m e n d ati O n s Submitted information must have forms for all contracts. This includes average time from
Committee/Board approval to securing contract signature.

No. 7 — Efficiency of Contract Award for Construction or Professional Services

Signature dates must be provided along with the signatures on the contract form/document. The form
must include the time from Committee/Board approval to securing contract signature to calculate the
average. Manager should ensure the contract has a signature and date.

Engineering

Indicator Nos. 8 & 9 — Project Management
The Audit Guide should detail how to calculate the Project Management percentage.

Project Management = (Labor Direct + Labor Overhead + Construction Management) / (Construction +
Design)

No. 10 - File completed projects in a timely manner

The Project Closeout Checklist must be provided to the Auditor to score this indicator. Therefore, a process
should also be in place prior to the fiscal year.

R Public Affairs Performance Audit - Scorecard
OPERATIONS No Performance Indicator | Definition | source _—:
Public Awareness Score
e Percent of respondents who correctly identify Mesa Annual Customer 1% or
1 Mesa Water® Brand Identity Water® as their water provider (unaided Opinion Surve 39%orless | 40%to70% Gre:ler
CUSTOMER awareness) g i
SERVICES Percent of respondents who have an overall Annual Customer 90% or
2 Mesa Water® Brand Recognition lawareness of Mesa Water® (unaided awareness + L 69% orless | 70% to 89% N
| Opinion Survey Greater
aided awareness)
Communication Score
FINANCIAL Percent of respondents who are very satisfied with Annual Customer 90% or
BERELES g} Communication Efforts Mesa Water®'s efforts to communicate with . 6% orless | 70%to83%
Opinion Survey Greater
customers
9 i Product Satisfaction T Score
P tof dents who beli that M A | Cust 95%
% Good Tasting Water ercent o r.edspon en sh o believe that Mesa IR | 79% or Less I 0% to 94% I or :
ENGINEERING . 'Water provides water that tastes good. L Opinion Survey Greater
|Action Plan Compliance L ~ Score
Review of all action plans associated with the
i i f Audit. Confi Electroni
5 finnual PU?IICAHEHS .Pe ormance Aud; (_mhn_“ Percent of resolved actions for all plans ectrontc 79% orless | BO%to 8% o N/A
that an action plan exists and that progress is being Document Greater
PUBLIC made towards completion.
AFFAIRS
Continuous Improvement . Score
5 d
Revi f the Il fi the previous audit (leasure percent change of overall department Previous year's G ::tan OR
6 eview o overall score irom i iperfarmance score compared to the previous audit i | -5% orlower | -4%ta+4% ', e.r N/A
year. . Performance Audit Maintained
ADMIN, it Gold Status
SERVICES
59% or Less 60%-B9% 90%-100%
Overall Performance Scale e
@ Overall Performance Score
HUMAN
RESOURCES N




Public Affairs

Recommendations

General

Include additional indicators, such as measures from the True North Customer Survey.

Track the number/percent of residents attending events to residents served. Establish a goal to increase
attendance at events scheduled at the MWRF Public Outreach Center.

Administrative Services Perf & Audit - Scorecard
o No | Performance Indicator I Definilion | SDLE—_

WATER _ Scece
OPERATIONS N Tha £71's are scored 3 points Tor an HPU that is lower Lererer thae Within Higher than
I Indicat for Lh
1 :2:‘: rom he 3Key Performance Indicatorsforthe | o) ned range: 2 paints for within planned range: MvS planaed planned Planned
s 3nd 1 podnt bor higher that planned range. m__ m
= = * Seorn
, 95% or
percent of accurate work reporting and entry cMms &% orless | ootasa | o ;
er |
CUSTOMER = =
SERVICES
Peeeend ol compliance with meeting thi deadiine dales Greater than
v
3 Two Week Scheduling, Data Entry, & Manthly Status e tubimitting It 2 week scheduls, wark reparting dala ic D 8%% orless | 90% to94% =%
entry, and holding the monthly work status meeting :
fransparency 1
FINANCIAL Data
Publish Draft Minutes within 45 days of the each Board
SERVICES 4 |Board and Commiltee Meeting Minutes (LTl AN VKBRS Websie Beport | 99% or Less N/A 100% uhsvaliabli
and Commillee Meeting
Trom wabsite
Wity and alfirm that select items are posted on the
i N
s |website Transparency e i e s s Gt Wobilte Heport | 99%or Less /a 100%
|open Mesting Compliance =
ot 12 webnite all Board and Commiltee Packets within
ENGINEERING & |Board and Committee Packets 72 haary of regular meeting or 24 hours for a special Website Report | 9% arLexs N/A 100%
R to all public record ts within 10 days of
1 |public Records Reguests Compliance | paesrecoresiequesisWIEEEAE0 Manual Filey 99% arLess N/A 100%
receipt of request
T Plan e
pUBL [Review of all action plans associated with the Annual
administrative Services Performance Audit. Confirm 90% or
P vl fise all plang Electronic Document BO% to 8%
QERAS 8 |that an action plan exists and that progress is being treent of tesolved aetions foe all pl ectronic Document | 700K ar Less @ Greater N/A
made tewards comalotion.
5% and
Review of the overall score from the previous audit | Measure percent change of overall depaniment Previous year's Greater OR
" -5% orLawer | -4% to +4%
ADMIN, * Leor. performance score compared to the pmtaus audit year. | Performance udit |~ °TtoWer Maintsined /A
SERVICES Gold Stalud
m o Il Perf scal 59% or Less| 60%-89% | 90%-100%

HUMAN
_ RESOURCES

Overall Performance Score

11
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Administrative
Services

Recommendations

No. 3 — Two-Week Scheduling, Data Entry, & Monthly Status
Two-week schedules need to be submitted on time.
No. 4 — Board and Committee Meeting Minutes

No reports were provided. The data and score are inconclusive. LAC recommends the Board provide a waiver
for this indicator where it is impacted by any website/report failures in future audits.

Confirm the length of time required to publish the Board and Committee meeting minutes. Determine the
number of days and make them consistent in both documents.

No. 6 — Board and Committee Packets

Separate data provided for Board and Committee Packets from the Board and Committee Meeting Minutes.
Improve the website report to provide information in a clean and concise manner.

Day and time of meetings should be made evident in the generated report and whether the 24/72-hour
timeframe includes weekends or weekdays only.

No. 7 — Public Records Request Compliance

LAC recommends that any records requests from other government agencies not be included in the public
records request documentation provided for the audit review. Compliance with these requests is not
required by California law in the same way and should not be scored in this category.
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Human Resources Performance Audit - Scorecard
No ‘Performance Indicator | Deflnition | patasource _
5 Employee Davelopmant = Seom
i - Ff:'twmnllrn:’m_ﬂnn»oﬂ_m\lw Vg ctimnee 6% 00
1 [Professional Development Particination TuitionfEd, : St TR EL T i
Programs divided by the namber of empleyeescligse | 9%
The amount of time that it rakes 1o fill a vacant position 91 Dayset . [l
P RS Average namberal business days elained brnwedn HNeatiow Y5 o0, 80 Days
Fir Greater
reauivinan date #d offer accetance
B (e T
1 s o Peccent of offers accepted to offers made Heatov  |69% 0% ta 78%
Human Resource
Dy 1B0- 91
4 |remporary Sialf rilization Average duralion of time using temporary stall Information | VL Q4¥AS
Gremer | Days
System
P N Human Resource
Monitoring employee voluntary and involuntary ) et
b Infarmation Shto%
movement out of the organizalion v Greatar

I . Human Resource
All emplayees receive their annual review by A

6 [Aanual Employee Performance Fvaluations 8% or Lewa | 95% to 99%
September 30
System
7 Annual Empl Engapement Surve Dverall Mesa Waler” score from the 12 Question Gatlup Gallop Poll Report Below 33rd | Thed - Gk Nol
uSIERpIoyEEiEne " Poll measuring the work environment. & PO pereznuile | weseental Pertormed
I [T T =
f ~ " ACWA-IPIA
Imuranie driven metric used to represent a business
N : ‘ : Waorker's Comp |  L.008r
8 Esparignce Modification Rate =iar warkers comp claims and potential for future 10,9910 0 BO|
2 Program Renewal | Greater
iajuries -
Notification
: e .
Wi of all action plans associated with the Annual
Aud t. Conlirm that an Hectraale %
§ |[BewmResacrigperiormance Audl, Confirm Percent of resolved actions for all plans 2 T9%orLes| s s | 57 N/A
seties plan exisls and that progress is being made Docament Grester
Low arid) g tion.
e %and
1o [review ofthe overaliscore from ine previous audit [ Meajre gercent cnanis of overall department :‘;:‘_‘:_“;. el P Lt N
O performance siore companed 10 the pres Bus Budit year o Lower Maintained
Aindit
Gold Status
Overall Performance Scale e o

Overall Performance Score

12
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General Recommendations

LAC recommends including additional indicators to score Human Resources’ performance. Like other
departments, Human Resources should use data collected from MaintStar to develop KPIs, which may also be
used as additional indicators in the Performance Audit.

Human Resources No. 4 - Temporary Staff Utilization

LAC recommends using HRchitect or other human resources consulting firm(s) to confirm the Gold-Green-Red

Recom mendations performance range.
No. 5 — Turnover Rate

LAC recommends revising the ranges of turnover rates in the scoring that more closely reflect industry
performance.

Consider a range of 6% or less for gold, 7 to 15% for green, and 16% or greater for red.

o

Overview

0600000

WATER CUSTOMER FINANCIAL ENGINEERING PUBLIC AFFAIRS ADMINISTRATIVE HUMAN
OPERATIONS SERVICES SERVICES SERVICES RESOURCES
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Department
Customer Service
Financial Services

e e

DISTRICT®

Public Affairs
Administrative Services

Overa” Score: 65% Human Resources

Average

Procedural Review: Performance audit is thorough and does a great job of measuring each department’s
performance. Procedure is straightforward for auditor and will provide a consistent picture of
performance change over time for Mesa Water. Some minor adjustments are necessary as given in
recommendations.

~

Work Reporting Accuracy

- Provide re-training for work entry

- Provide single location to store forms

- Require auditor to provide a summary of errors in work entries

Overall

- Have all data organized before audit

Recommendations

- Revise the Performance Audit Process Guide to clarify scoring levels
to ensure there are no gaps between scores.

(e.g., Gold = 10% or less and Green = Greater than 10% to
19% rather than Gold = 10% or less and Green = 11% to
19%) AND/OR use 10% rather than 10.2% /
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- Incorporate a similar performance audit scoring spreadsheet with
indicators for Mesa Water as a whole entity, particularly for
performance measures that span multiple departments.

- Create a standard to determine the final score for the organization.
- Develop an “Improvement Indicator” to show performance over the

Overa ” previous audit year
Recommendations J

{comparison of perormanca score refative to Current fiscalyear performance compared to
pravious fiscal yeas piavious yeat

Petloimance Audit No Change Higher
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Additional indicators from AWWA that could be included for overall
performance:
Customer accounts per employee

Customer accounts per employee = number of accounts / the number of full-
time equivalents

Millions of gallons per day (MGD) water delivered per employee

MGD water delivered per employee = average MGD delivered / number of
full-time equivalents

Overall

Disruption rate (more than 12 hours)

Recommendations

Disruption rate = Number of customers experiencing disruption (in
thousands)/number of active customer accounts

Distribution system water loss

Distribution water loss (%) = 100 [volume distributed — (volume billed +
volume unbilled but authorized)/volume distributed]

Water distribution system integrity

Water distribution system integrity rate = 100 (annual total number of leaks +
annual total number of breaks)/ total miles of distribution piping)
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Met with General Manager to review draft
document and made recommended changes

Met with Senior Leadership to review
results

What’s Next

Submitted final document to Senior
Leadership and present to Board

Begin FY 2023 Performance Audit
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Annual Perfomance Audit: The Road to Gold

FY2020
Baseline
65%

4

nJ

DISTRICT®

Mesa\Water
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Questions?

Harry Lorick, PE, PWLF
Zachary Zeilman, PP

LA Consulting, Inc.

2711 N. Sepulveda Blvd., Suite 602
Manhattan Beach, CA 90266
Ph: (310) 374-5777
Fax: (310)374-5557
hlorick@laconsulting.com
www.laconsulting.com
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