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SUBJECT: Audit Report of Public Works Department Right of Way Permits 

Mayor and Council Members: 

We are pleased to send you the final report of the Public Works Department Right of Way 
Permits. This audit began in May 2025 and concluded with an exit meeting with 
department management in July 2026. Management’s verbatim response is included in 
Appendix D of the report. The Public Works Department management and staff should 
be commended for their cooperation and assistance during this audit. 

The Office of the City Auditor is available to discuss this report with you individually at 
your convenience. 

Respectfully Submitted, 

Buddy Vargas, CPA, CIA, CFE 
City Auditor 
City of San Antonio 
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Executive Summary 

As part of our annual Audit Plan approved by City Council, we conducted an audit over Public 
Works Department (PWD), specifically the management of the right of way permits. The audit 
objective, conclusion, and recommendations follow: 

Determine if Right of Way (ROW) permits are processed in accordance with applicable 
ordinances to include program administration and payment. 

PWD has effective controls to address 311 service requests that correspond to ROW operations. 
Additionally, PWD appropriately documents the reason for denied ROW permits. However, we 
identified areas where controls could be improved over policies and procedures, permit phase 
accuracy, fee accuracy, and accounts receivable management. 

Currently, written procedures and controls are insufficient to ensure consistent ROW program 
execution. We identified inconsistencies in execution across definitions of simple permits, permit 
application review, and excavation inspection documentation. Additionally, permits are 
potentially assigned inaccurate permit phases. PWD also does not have sufficient controls to 
ensure ROW fees are accurately invoiced. Lastly, accounts receivable processes are not 
performed in accordance with the Accounts Receivable Administrative Directive. 

We provided recommendations to management to strengthen controls and resolve identified 
issues. PWD management agreed with the audit findings and have developed positive action 
plans to address them. Management’s verbatim response is in Appendix D on page 14. 
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Background 

The Right of Way (ROW) Division within the Public Works Department (PWD) is responsible for 
managing a variety of permits related to both construction and non-construction activities involving 
the City of San Antonio’s infrastructure. To ensure public safety and maintain mobility, permits are 
required for any operations conducted within the City’s ROW. Through this permitting process, 
PWD coordinates construction activities, mitigates public inconvenience, enforces regulations, and 
ensures proper street repair. 

To submit a ROW permit application, contractors must first be registered with the City of San 
Antonio in the Accela system. The PWD Administration Team verifies that contractors have 
appropriate insurance coverage, meet bond requirements, and pay the applicable registration fee. 
Once approved, contractors may submit ROW permit applications for individual projects. Permit 
types are outlined below (with applicable fees listed at Appendix A on page 11). 

Excavation Permit 1 

Simple Excavation Permits include excavation projects less than 49 feet in length, street boring, 
telecommunications, and overhead electric. Complex Permits apply to excavation projects 
exceeding 50 feet, manhole servicing, and pipe bursting. Emergency Excavation Permits address 
urgent public safety concerns such as loss of water service, which are automatically approved, and 
may begin without delay. Emergency Excavation Permits are restricted to major utility providers 
like CPS, SAWS, AT&T, or their authorized contractors. 

Simple and Emergency Permits are reviewed by PWD Inspectors, while Complex Permits are 
handled by the PWD Utility Coordinator. Inspectors assess project specifications, calculate fees, 
and forward permit details to the Administration Team for invoicing. Upon payment, the permit is 
issued. Contractors who exceed their estimated project duration or violate the ROW ordinance may 
have a violation fee assessed. 

Non-Excavation Permits 

Block Party Temporary Street Closure Permits are required for events that block or restrict street 
access. Block Party applications are submitted by the applicant and reviewed for traffic impact by 
a PWD Senior Engineer, who coordinates with Fire and Police departments to ensure safety 
measures are in place. Once the review is complete and the fee is calculated, the Senior Engineer 
submits the information to the Administration Team for invoicing. The permit is issued upon 
payment. 

Lane/Sidewalk Closure Permits are necessary for work involving the removal, repair, modification, 
or installation of sidewalks, curbs, medians, or traffic signals not related to utility work. Parking 

1 The ROW Ordinance defines excavation as any activity that removes or otherwise disturbs, soil, pavement, 
driveways, curbs, or sidewalks in the Right of Way. Accordingly, throughout this report we may reference two 
categories—excavation and non-excavation. 

3 



    
   

 

 

 

 
   

             
            

                
 

    
   

  
  

 
            

                 

• 

OFFICE OF THE 
CITY AUDITOR 

Audit of Public Works Department 
Right of Way Permits 

Restriction Permits are required when reserving City parking spaces for temporary loading or 
unloading. Parking Restriction and Lane/Sidewalk Permits are submitted by the applicant and 
reviewed by the PWD Utility Coordinator. Parking Restriction Permits also require coordination with 
the Center City Development and Operations department to confirm availability of the requested 
parking area and allow time for traffic plan review. These permits are also issued upon payment. 

Finally, for Complex Permits and utility companies, PWD follows a monthly billing process. To 
ensure billing accuracy, the PWD Accountant and Program Manager reconcile the number of 
permits billed and email invoices to customers. In addition to billing, the PWD Accountant is 
responsible for monitoring past due payments. 

During fiscal year 2025, 19,085, ROW permit applications were submitted. Additionally, $5,425,739 
in total revenue was collected during FY 2025. See Appendix B on page 12 for detailed figures. 
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Audit Scope and Methodology 

The audit scope was October 2024 through February 2026 which included contractor 
registration; application review; ROW inspections; permit violations and ROW complaints; permit 
closure; permit billing and collection; and system user access. 

To gain an understanding of ROW operations, we interviewed PWD personnel and performed 
walkthroughs over ROW contractor registration, permit application review processes, monthly 
billing, violation issuance, and systems used. The ROW ordinance, Utility Excavation Criteria 
Manual (UECM), and PWD’s policies and procedures were our primary criteria for this audit. 

As part of our testing procedures, we reviewed a judgmental sample of Accela ROW permit 
records to determine if PWD personnel reviewed registration and permit applications for required 
documentation and assessed the appropriate fees. We also verified routine permit inspections 
were completed and properly documented. In addition, we evaluated the appropriateness of 
permit violations, including support documentation. Furthermore, we confirmed ROW complaints 
were addressed. We also performed data analysis to identify potentially anomalous data such 
as permits remaining in a phase for an extensive period of time. 

We also reviewed ROW permit fees to determine whether they were assessed appropriately 
based on ROW policies and procedures and processed in accordance with Administrative 
Directive (AD) 8.4 Financial Management of Accounts Receivable. This included verifying ROW 
fees for registration, permit applications, monthly fees, and permit violations were invoiced and 
processed in SAP. Additionally, our procedures included analyzing the aging of past due 
accounts. Lastly, we reviewed user access to Accela for appropriateness. 

We relied on computer-processed data in Accela to verify documentation for inspections, 
supporting documents, permit status, and user access reports. In addition, we relied on data in 
SAP, the City’s accounting system, to validate ROW revenue and accounts receivable balances. 
Our reliance was based on performing direct tests on the data rather than evaluating the 
system’s general and application controls, with the exception of user access reviews. We do not 
believe the absence of testing general and application controls had an effect on the results of 
our audit. 

We conducted this performance audit in accordance with generally accepted government 
auditing standards. Those standards require that we plan and perform the audit to obtain 
sufficient, appropriate evidence to provide a reasonable basis for our findings and conclusions 
based on our audit objectives. We believe that the evidence obtained provides a reasonable 
basis for our findings and conclusions based on our audit objectives. 
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Audit Results and Recommendations 

PWD is effectively addressing 311 service requests that correspond to ROW operations. We 
reviewed 25 closed service requests and confirmed all 25 had sufficient documentation and were 
appropriately closed out. We also reviewed the eleven 311 service requests that remained open 
as of October 2025 and confirmed these requests were being researched and progressing 
toward resolution. 

In addition, PWD is appropriately documenting the reason for denied ROW permits. We 
reviewed a sample of 25 denied permits and confirmed all 25 included documentation and 
appropriate justification in accordance with the ROW ordinance. 

However, we identified areas where controls could be improved over policies and procedures to 
promote consistency in execution, permit phase accuracy, fee accuracy, and accounts 
receivable management. 

A. Policies and Procedures 

Currently, PWD written procedures and controls are insufficient to ensure consistent ROW 
program execution. We identified inconsistencies in execution across definitions of simple 
permits, permit application review, and excavation inspection documentation. 

Simple Permit Definitions 

Simple permits are not clearly defined. We reviewed simple excavation permits issued between 
October 2024 and September 2025 and identified 581 permits that exceeded 49 linear feet in 
length, which could potentially indicate these permits should have been categorized as complex 
permits instead. We then selected 25 random permits for further review in Accela. Of the 25 
permits reviewed, 16 were confirmed to exceed the 49 linear foot threshold for a simple permit. 
Per PWD, these 16 permits met other criteria that qualified them as simple permits (e.g., work 
performed by telecommunication contractors, geotechnical boring, and manhole televising). 
However, neither the ROW ordinance, UECM, or written procedures, define these as simple 
permits. Without clearly defined permit definitions, permits could potentially be miscategorized 
or not follow the required workflow. 

Non-Excavation Application Review Timeframes 

PWD has not clearly defined review timeframes for non-excavation permits. Although the ROW 
ordinance establishes a 10-day review timeframe for excavation permits and a 2-day review 
timeframe for expedited excavation permits, internal policies and procedures do not define 
review timeframes for non-excavation permits (e.g., block party, parking restriction, and lane and 
sidewalk). As an example, PWD explained parking restriction permits are not reviewed until the 
seven-day window preceding the requested date. However, this review timeframe is not defined 
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in current policies and procedures. Although these permits do not involve excavation, without 
documented required review timeframes, applicants may be unaware of permit status. 

Excavation Application Review Timeliness 

Excavation permits are not reviewed within the required timeframe. We reviewed 80 excavation 
permits and determined 6 were reviewed on average 9 days late, with one permit being reviewed 
18 days late. The ROW ordinance outlines a 10-day review timeframe for excavation permits 
and a 2-day review timeframe for expedited excavation permits. However, PWD is not 
consistently reviewing permits within the required timeframe. In effect, this may impede 
contractors’ ability to perform work in the ROW. 

Excavation Inspection Documentation 

Excavation inspections are not appropriately documented. We reviewed a random sample of 25 
closed excavation permits. We determined 4 of 25 inspections did not have pictures uploaded 
to Accela to support inspection results. 

PWD procedures require ROW inspection records to be supported by photographs of the 
inspected site. However, controls do not currently exist for PWD to review inspection records. 
As a result, inspections may not be performed in compliance with requirements. 

Recommendation 

PWD Director modify written procedures to clearly define permit types and program 
requirements as necessary. Additionally, develop monitoring controls to ensure policies and 
procedures are executed as intended. 

B. Permit Phase 

PWD does not ensure permits are assigned accurate permit phases. We performed data 
analysis on active permits as of August 2025 and identified issues with permits in both the 
Approved and Issued statuses. 

Excavation permits (to include simple and complex) remained in Approved 2 status beyond 30 
days. We identified 52 excavation permits whose status had not changed for an average of 266 
days, with one permit remaining in Approved status for as many as 343 days. We then reviewed 
a sample of 10 permits and confirmed with PWD these permits did indeed remain in Approved 
status. Per the ROW ordinance, PWD has 10 days to review excavation permits. These permits 
are then subject to review by administrative and inspection staff. However, these permits had 

2 Approved permits have been reviewed by the PWD Administration Team but still require approval by a PWD 
Inspection prior to permit issuance. 
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not been advanced to an Issued 3 status by the PWD Construction Inspector or Denied 4 if 
application requirements had not been met. 

In addition, simple excavation permits remained in Issued status for more than 30 days. While 
the ROW ordinance does not address how long permits may remain in Issued status, this could 
be indicative of permits potentially being miscategorized as simple rather than complex permits 
due to the excessive timeframes or permits still pending a final inspection. We identified 2,399 
simple permits remaining issued for an average of 136 days with one as many as 214 days. We 
selected a judgmental sample of the 10 permits with the longest duration time. For 9 simple 
excavation permits, PWD acknowledged a final inspection was still needed, but did not provide 
further details. For the remaining permit, PWD stated a final inspection had been performed, 
however, the status had not been updated to Closed 5. 

Lastly, complex excavation permits remained in Issued status despite no longer being billed 
indicating they should have potentially been Closed. We reviewed 363 complex permits and 
determined 12 had not been appropriately updated to Closed. Specifically: 

• For 9 of 12 permits, final inspections were documented in Accela or PWD confirmed ROW 
work was completed therefore, the permit should have been closed. 

• In addition, 1 of these 9 permits continued being invoiced monthly and was overbilled for 
a period of 16 months beyond the final inspection date for a total of $55,950. 

• Lastly, for 3 of 12, we could not determine if the permit should have been closed. 

As a best practice, permit phases should be reviewed for accuracy where anomalous data exists. 
However, monitoring procedures have not been established by PWD. In effect, there is potential 
for inaccurate records, delayed reviews/inspections, and billing inaccuracies. 

Recommendation 

PWD Director establish monitoring procedures to identify and correct potentially inaccurate 
permit phases. 

C. Fee Accuracy 

PWD does not have sufficient controls to ensure ROW fees are accurately invoiced. Issues were 
identified with emergency excavation fees, parking restriction fees, and violations. These issues 
are attributed to a lack of policies and/or inadequate monitoring controls. In effect, this has 
resulted in a loss of ROW revenue. 

3 Issued permits have been issued to the ROW contractor and are authorized to perform work in the ROW. 
4 Denied permits are those which have been denied by either the PWD Administration Team or PWD Inspector as 
they did not meet one or more requirements. Applicants are not authorized to proceed with ROW work. 
5 Closed permits represent ROW projects which have been completed and have passed a final inspection. 
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Emergency Excavation Fees 

ROW fees are not consistently invoiced for emergency permits. We performed data analysis 
over permits issued between May and June 2025 and identified 97 that potentially did not have 
ROW fees invoiced (to include application and inspection fees). We reviewed 97 permits and 
confirmed 11, all of which were emergency excavation permits, were not invoiced. Per the ROW 
ordinance, emergency permits may initiate work immediately to address emergency needs. 
Additionally, according to PWD, these permits are invoiced the application and inspection fees 
(a total of $170) after the work has been performed at month end. However, these permits had 
not been invoiced as of February 2026. In the aggregate, this resulted in lost ROW revenue 
totaling approximately $1,870. 

Parking Restriction Fees 

Parking restriction permits are underbilled. We reviewed 25 parking restriction permits to confirm 
they were invoiced in accordance with the ROW fee schedule. Per ROW’s fee schedule, each 
22-foot parking space should be assessed a $30 fee per day, plus tax. We determined 6 of 25 
permits sampled were underbilled. For example, one parking restriction permit requested 
accommodation for 9 buses/cars for one day and was only invoiced $240 before tax. However, 
the correct fee was not assessed based on the number and length of parking spaces. In the 
aggregate, these 6 permits were underbilled approximately $2,793. 

Violation Waivers & Fees 

PWD does not appropriately document justification for violation waivers. Additionally, violations 
are not consistently invoiced. We reviewed 361 complex permits issued between March and 
August 2025 to evaluate whether violations had been recorded in Accela. As of February 2026, 
a total of 130 violations had been issued across these permits. Of these 130 violations, 77 
violations (59%), were marked as waived without justification documented in Accela, 
representing an estimated $46,200 in waived fees. For the remaining 53 violations that were not 
documented as waived, we performed further test work to determine whether the violation fees 
were invoiced. We confirmed 15 (28%) of 53 fees had not been invoiced and 1 was invoiced 
twice (i.e., duplicated). 

Although the Utility Excavation Criteria Manual (UECM) provides examples of violations and 
PWD has procedures guiding inspectors on how to identify and document violations in Accela, 
procedures do not currently exist to provide guidance on when violations may be waived. 
Further, the ROW ordinance establishes a $600 waiver fee per occurrence. 

PWD currently does not have procedures to ensure violations are invoiced and waivers are 
properly assessed. In effect, violations are not consistently assessed which may result in repeat 
violations. 
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Recommendation 

PWD Director establish written policies and procedures to promote accurate ROW fee 
assessment. Additionally, develop monitoring procedures to ensure accurate invoices. 

D. Accounts Receivable Management 

PWD’s accounts receivable processes are not performed in accordance with the Accounts 
Receivable Administrative Directive. PWD does not initiate accounts receivable collection efforts 
for past due non-excavation invoices. We sampled 15 random invoices to confirm collection 
efforts had been initiated. However, PWD could not provide evidence of collection efforts (e.g., 
email or phone calls) for 11 of the 15 invoices (73%) reviewed. 

Additionally, past due customer accounts exceeding 120 days were not escalated. We selected 
the 13 customer accounts with cumulative accounts receivable balances exceeding $15,000 to 
confirm whether the accounts had been forwarded to Finance or the City Attorney’s Office for 
subsequent review. However, support for 8 of 13 accounts (62%) was not provided. 

Per Administrative Directive 8.4 – Financial Management of Accounts Receivables, City 
departments are responsible for initiating collection efforts, which should begin with phone calls 
or mailed notices at 30, 60, and 90 days past due. If these efforts are unsuccessful, the 
department must coordinate with the City Attorney’s Office for accounts receivable balances 
over $5,000 and more than 120 days past due. After all reasonable collection actions have been 
exhausted, items deemed uncollectible should be recommended for write off. 

PWD has not established policies and procedures for managing ROW accounts receivable 
processes as required by the Administrative Directive. In effect, this has contributed to a 
significant number of unpaid invoices. As of September 2025, there were a total of 313 unpaid 
invoices with an outstanding accounts receivable balance of $954,008. 

Recommendation 

PWD Director develop policies and procedures for monitoring past due accounts in accordance 
with Administrative Directive 8.4 Accounts Receivable. 
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Appendix A – ROW Fees 

Table 1 – ROW Fees by Type 
Fee Type Fee Components Total Cost 

ROW Contractor 
Registration Fee 

$45 at time of registration and 
annually thereafter 

$45 total 

Simple Permit $50 application fee 
$120 inspection fee 

$170 total 

Expedited Simple Permit $50 application fee 
$120 inspection fee
$250 expedited fee 

$420 total 

Complex Permit $50 application fee 
Daily tier fee billed monthly 

$50 + tier fee 
(See tiers at Table 2) 

Block Party Permit $100 per block per day $100 × blocks × days 
Lane/Sidewalk Closure 
Permit 

$50 application fee 
Daily square foot fee 

$50 + ($0.0629 x total square 
feet x days) 

Parking Restriction Permit $30 per parking space per day 
Sales tax 

($30 × number of spaces × days) 
+ sales tax 

Violations Fee Per violation $600 
Source: PWD Website & City of San Antonio Municipal Code 

Table 2 – Complex Permit Monthly Fee 
Tier Daily Rate Duration Range 

Tier 1 $60/day 0–60 days 
Tier 2 $90/day 61–120 days 
Tier 3 $120/day 121–180 days 
Tier 4 $150/day >180 days 
Source: PWD Website 
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Appendix B – ROW Permit Activity 

Table 3 – ROW Permit Applications6 

Permit Type FY 2025 FY 2026 through 
March 31, 2026 Total 

Emergency Excavation 10,039 5,040 15,079 
Simple Excavation 5,884 2,659 8,543 
Complex Excavation 910 520 1,430 
Parking Restriction 765 422 1,187 
Expedited Simple Excavation 729 400 1,129 
Lane and Sidewalk Closure 599 277 876 
Block Party 159 94 253 

Total 19,085 9,412 28,497 

Table 4 – ROW Permit Revenue 
Fee Type FY 2025 FY 2026 through 

March 31, 2026 
Total 

Permit Inspection $3,415,080 $1,650,980 $5,066,060 
Land & Sidewalk Closures $916,053 $452,875 $1,368,927 
Permit Application $541,745 $264,039 $805,784 
Permit Violations $373,800 $171,000 $544,800 
Parking Restriction $144,266 $79,030 $223,296 
Block Party $29,125 $14,126 $43,251 
Registration $5,670 $1,440 $7,110 

Total $5,425,739 $2,633,489 $8,059,228 

6 Permit applications are subject to review by PWD ROW staff and may not result in permit issuance. 
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August 20, 2026 
Buddy Vargas, CPA, CIA, CFE 
City Auditor 
San .Antonio, Texas 

OFFIICE 01F 'THE 
CITY AUDITOR 

RE: Manageme1n'fsCorrecthve Action Plan fo r Audit of Publ i1cWo~ks Department Right of Way Permits 

The Public Wo1rks Department has rev iewed the aud it report and has developed the Corrective Action 
Plan below oorres,ponding 10 the report recommendations. 

R,eco:mmendation 

# De,scrf1plloni 

Policies a.nd P11ocedures 

PWD Director modify written 
procedures to clearly define permi1 

A 
types and program reqiu iremen·ts a.s 
necessary. Additionally' develop 
mo,nito•lingcontrols to ensure policies 
and p rocedlu i;e:s are executed as 
intended_ 

• 

OFFICE OFTHE 
CITY AUDITOR 

Audit Accept·, Report 
Page Decl1lne 

6 Accept 

Responsilble Comp le,tion Person~s 
Namefliilkl Date 

Anthony 
Chukwudolue, February 
Deputy Pu bl1i c 20-27 
Works Di1rector 

Audit of Public Works Department 
Right of Way Permits 

Appendix D – Management Response 
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plan: PWD Is presently am.ending Standard Operating Procedures (SOP), to educate 
external users of policy changes, and con tin ueongoing coordination wi th ITSD to optimize Accela 
based on departmental needs. 

Simple Permit Definitions: PWD has ·started the process of creatin1g dditional pe,mit types so 
that the Simple Excavation permit is used specifically for work that meets its in tended criteria. 

PWD is working wm, ITSD to create ppropriate additional permit types. Additional pennit types 
will include Utility Non-Excavation Wol1k and Manhole Servicing, which will allow H1ese types of 
projects to be appropriately categorized rather than being processed undertheSimple Excavation 
permit type_ As a further effort to improve pem, it classification and tracking, PWD has started a 
IP roce·ss to create COSA permit types for C OSA con tractors pe rfo rmin g wonk on beh a If of the city . 

To date, ROW has eight (8) IT work orders addressing these efficiencies. 

These changes will provide clearerdistinc1ions be-tween permit types, ,reduce the potential for mis 
categorization, and help en sure permits follow the appropriate review and approva11 workflow. Th,e 
g oa I sh ou Id be th at each permit is u s-ed s pecifi ca I ly for work th at meets its intended crHeria _ 

Non-Excavation Aipplication Review Timeframes: PWD is updating its Standa1rd Operating 
Procedures (SOPs) to establish and document the- applicable review timeframes for non­
excavatl-on permit types., including parking res~ictions, block parties, and lane and sidewalk 
permits. In add rtlon , PWD w illl update lh e City s website to in cl u de clear information regard ing u, e 
appl icab le review timeframes and expectations for n,on-excavation permits- These updates will 
provide cons istency between Internal procedures and publ ic-facing information and will help 
ensure applicants have a clear understanding of the permit review process and anticipated timing _ 

The PWD website wi ll be updated to inform customers of review timelines and approval indows. 

Excavation ApplUc.ation Review Timeliness; Tiimely review of excavation permits is importan1 
to ensure con1ractors can proceed wi~h wo,rk 1i n ·lhe ROW without unnecessary delay$. To lmprov-e 
monitoring and accountability, PWO has initiated daHy and weekly automated penmit. status 
reports that identify the status of the permits {App roved, In Review. and lssu ed statu s). 

Th e-se reports w i I be distribu led to senior staff on a re<: LI rri n g basis to pmvide g1reater visibility into 
permit activity, identify permits approaching or exceeding the applicable rev1ew timeframe, and 
allow managementto take timely action when delays occur. This enhanced mon,itoring will hap 
PWD better track permit peirforma n ce and ensure comp I ian ce wi 1h the esta b Ii shed 1 0--day 
standard for e)(cava.tion pem,its and 2~d.ay standard for expedited excavation permits. 

Excavation Inspection Documentation: Addressed. Team leaders have been advised to adhere 
to the SOP that. requ-ires photo documenla.ti-on of oompleted work-

9 Permit F'hase 
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Recommendation 

Description 

PWD Director to establish monitoring 
p~ocedu res to identify and correct 
pote n tiaJly inaccurate permit ph ase s. 

Action plan: 

Audit 
RepOft 
Paae 

Accept, 
Decline 

Responsiblle 
Person's 

Namerritle 
Programs 
Manager 

Completion 
Date 

SOPs will be d1eveloped to track permit phases. PWD management has provi1ded 1raining1 
refreshers. for staff on revised p roced , res and Acee la capabi I ities. PWD will continue on-going1 
collaboration with ITSD to make modifications to Accela to meet departmental needs. 

PVVD has requested the implementation of a1J1tornated weekly permit status reports lhat wm be 
prov1ided to se,nior staff and id,entify permits in Approved, In Review, and ls.sued status. 1 hese 
reports will provide management with greater visibility of the agie and status of permits, al lowing 
staff to identify permits that have remained in a phase beyond the expected timeframe and take 
appropriate action to .advance, deny, inspect, or close the permit as applicable. 

PWD is a.lso wo rking to establish additional automated customer nolificat,ions for key permit 
expirati on milestones, These no1ifica1ions will help keep pennit holders informed of upconing 
expirat1ion dates and outstanding requ iremen1s, including the need to complete l'equ ired 
inspections. Increased commun ication with customers is expected to reduce the number of 
pe nnits th at remain 1i n active or u n touched and en cou rag:e customers to complete the necessary 
steps to move permi1s through the wor1<flow. 

For the ex:istin•g popu la lion of older pennits, PWD is developing a memorandum to authorize a 
mass status change· to "Inactive" for applicable permits lhat have remai.n •ed in s.sued status for 
extended periods withoutthe requ ired final inspection or customer activity. Th is actio•n willl provkle 
a clear distir1ct.ion between active permits and older pe1rmits that are no llongerprogressing 1h1r,ough 
th ,e wor11<fl ow, wh ile reducing con fusion for both PWD staff a111 d customers . Going ro rNard , permits 
1hat remain active willl be expected to proceed ~hrough th,e requ ired inspection and closeou t 
pr,ocess. 

The•se corrective actions are intended to establish more con sistentmonitoring of permlt phases., 
I improve customer awareness of permit requirements and expiration dates, reduce the numberof 
aging permits , and provide g~ater accuracy and transparency wi1h in Accela permi t reco,rds . 
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Recommendation 

De-scription 

Fee Accuracy 

PWD Director establ ish written 
pol icies and procedures to promote 

Alldit 
Report 
Paae 

Accept, 
Decliine 

Responsible 
Person's 

Name!Tltle· 

,com plletion 
Date 

C accurate ROW fee assessment. 8 Ae<;ept 

Martin Ruiz 
Capital 

Programs 
Manager 

February 
2027 

Additionally, develop monitoring 
procedures to ensure accurate 
invoices. 

Action plan; 
Emergency !Excavation Fees: Addressed. The billing reporl has since been corrected to 
capture emergency excava tion pem,its , and the reporting issue that caused the missed invoices 
has been resolved. 
Parking Reg·is_tration Fee-s ; Addressed. Staff has been advised to adhere to the SOP and/or 

document formal agreements. 
Vlolation Waivers & Fees: SOP will be updated to r,equirethe documenlati·on of the reason why 
a viola1ion fee is wa ived or is unsupported. 

To strengthen th is process, PWD is working to implement additional controls In Acce la_ Under 
ttie proposed process, once a violation is entered, any request1o waive the viola1ion will requ ire 

a separate waiver action by a supervisor. a I on g with mandatory comments d ocu men ting the 
reason for the waive-r_ This wil l. provide a clear audit tfa il and ens1ure thatwaJvers are supported 
by an explanation and appropriate overs ght. 

PWD is also working to implement a new prooess to veri fy that violations issued in Accala are 
1i n voiced appropriately. The process wi 11 provide greater oversight of outstanding violation fees 

a.nd help identify violations that have n•ot been invoiced or that may have been invoiced 
incorrectly. 

These Improvements will strengthen supervisory oversight, estab lish documentation 
req u i reme•n ts for vi o I ation waivers , and improve the consistency of vi o I ation in voicing_ 

.Accounts IReoeivable Management 

PWO Director develop po I icies and 

0 
procedures for monitoring past due 

10 
accounts in accordance w i1:h 
Administrative Directive 8 .. 4 Acco u n Is 
Receivable . 
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In accordance wittl AD 8.4 Acoounis Receivables, PWD is refresh ing and updating SOPs to 
ensure 1hat ROWandl Fiscal staff are aware of Hie required steps and procedures. related to our 
colle,ction e:ff orts _ These u pd ates, a re i niten ded to promote c•on sisten cy .and accountability in th •e 
collection process and help ensure that customers· payments are rece1iv·ed in a timely manner. 

Aging Report Review: Review the aging report to iden1ify al l customer accounts wi1h 
outstanding, past-due balances. C ategorilzin g th eS!e ba Ian ces in to 1h e appropriate aging buckets: 
30, 60, 90 days. past due for tracking and co, lections purposes. 

Comlection N,otic,es at Agi1ng IMilesto.nes: Customers wi1h outstanding balances will rece ive a 
collection letter at each applicable ag ing milestone (30, ·60, 90 days pas1 due) using1 tt1e 
approved collection lettertemplate,_ 

Past Due Notices: Any outstanding balance that is past-due but has not yet reached one of the 
designated aging milestones will receive a. past due notice using the ,approved temp late 

f ,ollow Up Co:Uections Calls: One week alter a pas.t-due notice o,r collection letter is sent, i·f 
payment has n•otbeen 1received, a follow-up ph1one call will be made to th ,e customerto attempt 
to col'lect th e outstandiing ba lance_ 

Collections Schedule and Comp!lianoe: Collections ac1ivities will be performed tiNice per 
month , du ri rn g tt1 e second and fourth weeks o,f ea ch month , to ens u re con siste n 1 follow .iu p an di 
compliance with establis,hed co llection procedures. After all collection efforts have been made, 
pem1its will no longer be, Issued to applicants with balances exceedi1ng 90 days. 

We are committed to addressing the recommendation in lhe audit report and the plan of action 
p resen fed above. 

Sincerely. 

Art ~lijlhFM 
Director f City En,gineer 
Publ ic Works Department 

Jo:~Bz----
Assistan t City• Manager 
City Manager's Office 
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