Audit Committee Meeting
Meeting Date & Time:
March 22, 2018
4:30 pm – 6:30 pm
Meeting Location:
Courthouse Plaza
2100 Clarendon Blvd., Room 311
Arlington VA, 22201
AGENDA
1. Approval of the November 30, 2017 Meeting Minutes
2. County Auditor report
a. Audit Status Report
b. Contracting
c. Recognition
3. Emergency Communications Center overtime audit report
a. Report overview
b. Committee discussion
4. Draft FY 2019 Annual Audit Work Plan review
a. Draft Audit Plan overview
b. Feedback from the public solicitation
c. Committee Discussion, including discussion of other potential topics
5. Next Audit Committee Meeting
a. Date and Time:
i. July 5, 2018, 5:00-7:00 PM, CHP 311
b. Potential Topics:
i. Internal Audit update; Financial Fraud, Waste and Abuse Hotline update
6. Adjourn

Arlington County Board
Audit Committee
Meeting Minutes
November 30, 2017
I. Call to order
Co-chair Fisette called to order the regular meeting of the Audit Committee at 6:00 PM
on November 30, 2017 in Room 311 of the Arlington County Courthouse Plaza
building.
II. Roll call
All Audit Committee members were present for the meeting:
•
•
•
•
•
•
•

Jay Fisette – Co-chair
John Vihstadt – Co-chair (arrived at 6:02, left at 6:49)
Mark Schwartz – County Manager
Stephen Agostini – Director, Department of Management and Finance (DMF)
Tenley Peterson – Public Member
Hal Steinberg – Public Member
Nancy Tate – Public Member

Also in attendance were
• Libby Garvey, County Board member (arrived at 6:01, left at 6:49)
• Chris Horton, County Auditor
• Maria Meredith, Deputy Director, DMF
• Bhavana Nichani, Comptroller, DMF
• Greg Bussink, Principal, Clifton Larsen Allen (CLA)

III. Approval of minutes from last meeting
Co-Chair Fisette presented the draft minutes from the October 18, 2017 Audit
Committee meeting. The minutes were approved 6-0.
IV. Business
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1) County Auditor report: Chris Horton provided a status report for two ongoing audits.
Both the Fleet Management audit and the Emergency Communications CenterOvertime audit are in the fieldwork phase. Horton reported that the carryover of
unused FY 2017 County Auditor funds to FY 2018 was approved by the Board on
November 28. These funds are to be used for audit contracting services. Horton
reported that the process of identifying a vendor is underway.
2) FY 2017 External audit report: Greg Bussink from CLA made a presentation to the
Audit Committee regarding the FY 2017 external audit. Bussink reported that the
County received an unmodified, or clean, opinion regarding the County’s financial
statements, which are presented in the Comprehensive Annual Financial Report
(CAFR). Bussink noted areas for which the auditor expresses an opinion, and some
areas of the CAFR for which the auditor does not expresses an opinion (e.g.,
Management’s Discussion and Analysis). Bussink noted that the County qualifies as a
low-risk auditee, based on past findings, and that no adjustments to the financial
statements were needed. Further, Bussink reviewed the “Other Matters” letter, also
known as the management letter. This contained four minor observations, two of
which were related to Arlington County and two to Arlington Public Schools.
a) Vihstadt asked about the observation in the Other Matters letter regarding some
Statements of Economic Interest being turned in late.
i) Bussink noted that the auditors reviewed a sample of Statements for
timeliness, and reviewed a sample of required submitters to see if they had
turned in their Statement.
ii) There was general discussion regarding the Statements, as well as the penalty
for turning them in late.
b) Vihstadt also asked how long CLA had been the County’s external auditor, and
how frequent the typical firm rotation is.
i) Bussink reported that CLA has done the external audit for the County for
about 13 years. Agostini noted that during this time the County has gone back
to the market for a re-bidding process at least once, and CLA has changed
partners on the audit during its period of service to the County. Meredith
reported that another re-bidding process will open to the public shortly.
Bussink stated that at one point CLA lost the external audit contract with
County during a re-bidding process, but later was asked to come back.
ii) Agostini discussed his experience at federal, state, and local jurisdictions. His
observation was that contract lengths in local jurisdictions were typically for
up to five years. In these cases, a re-bidding process would occur after five
years.
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iii) In response to a discussion point about industry best practices and the Public
Company Accounting Oversight Board (PCAOB), Steinberg noted that the
PCAOB (which oversees the audits of publicly-traded companies) does not
have an auditing firm rotation requirement. Steinberg observed that it is
usually good to have a mandatory rotation of partners if the same auditing
firm is retained over time.
c) Peterson asked whether the external auditor reviews the actuarial projections
related to schools. Bussink clarified that the auditors do not assess actuarial
models for schools, or for the pension plan. Auditors sampled information used in
the actuarial models for the pension plan to test the accuracy of some
demographic information.
d) Steinberg stated that he was impressed by the breadth and complexity of the
County government after looking at the CAFR, and that there was more
supplementary information in the County’s CAFR than he had seen in other
CAFRs.
3) Next meeting date: The 2018 Audit Committee meeting dates will be set once the
composition of the 2018 Audit Committee is confirmed.
V. Adjournment
Co-chair Fisette adjourned the meeting at 6:56 PM.

Minutes submitted by: Chris Horton, County Auditor
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County Auditor Project Status Report – March 2018 Audit Committee meeting
This project status report shows the current state of projects underway within the County Auditor’s function. All primary projects
within the Annual Audit Work Plan are shown. Supplemental projects are not shown until capacity allows these engagements to be
initiated.
Audits

Public Safety
Overtime –
Emergency
Communications
Center (ECC)
Fleet Management

Public Safety
Overtime – Fire
Department
Public Safety
Overtime – Police
Department
Public Safety
Overtime – Sheriff’s
Department

Kickoff Date

September 2017

July 2017

Kickoff projected
for April 2018,
based on
contractor
availability
Kickoff projected
for April 2018,
based on
contractor
availability
Kickoff projected
for April 2018

Current Audit Phase

Projected
Date for
Final
Report
March
2018

COMPLETE

Planning
Fieldwork
Report Writing
Management Review

June 2018


Comments

Report issued to Audit Committee on March
19, 2018, and publicly-issued on March 20,
2018.
County Auditor delayed this audit in January
2018 to allow for the ECC Overtime audit to be
completed in time for the March 22 Audit
Committee meeting.
One or more of the Public Safety Overtime
audits related to the Fire Department and
Police Department will have work performed
by an outside contractor. The contracting
process is still underway as of March 20, 2018.

The Public Safety Overtime audits related to
the Sheriff’s Department will be kicked off in
April 2018.

Emergency
Communications Center
Overtime

March 2018

Performance Audit Report (FY 2018 – 01)

Emergency Communications Center Overtime
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REPORT HIGHLIGHTS
Why the Auditor Did
This Study

As part of the FY 2018 Annual Audit Work Plan, the County Auditor
performed an audit of overtime in the Emergency Communications
Center (ECC), which is within Public Safety Communications and
Emergency Management (PSCEM). Overtime in ECC has grown over the
period FY 2015-2017, and determining the cause of these increases can
help improve ECC operations, as well as having a potential fiscal impact.
The initial audit objective was to assess the administration and use of
overtime in ECC. This objective was refined into four audit fieldwork
objectives, focusing on training, the impact of non-emergency calls,
whether authorized staffing levels fit ECC’s needs, and the adequacy of
management data.

What the Audit Found

The audit has three findings:
1. A more efficient training process could result in greater staffing
efficiency, and potentially reduce overtime.
2. Non-emergency calls to ECC are rising, which burdens existing
staff and calls for a multi-faceted solution.
3. The audit did not identify a current need for additional
authorized positions, and quicker access to better data should be
a priority.

What the Audit
Recommends

The audit includes the following key recommendations.
Finding 1: ECC should use its available training officers to focus on
getting as many staff as possible to the highest level (ECT III) to increase
flexibility. ECC should prioritize those closest to completing their training,
and then progress on to the next group. ECC should continue working on
long-term strategies for not falling back into the current situation.
Finding 2: PSCEM should formalize follow-up on an internal innovation
team’s findings on non-emergency calls, and prioritize those areas where
PSCEM has the most control. PSCEM should also look at additional
options for handling non-emergency calls, such as volunteers.
Finding 3: While addressing other causes of overtime, PSCEM and ECC
management should work with the Fire Department and Police
Department to evaluate changing the role of Police and Fire personnel in
ECC. Changing the role would help further reduce overtime costs. Rather
than prioritizing new authorized staff, ECC should prioritize quicker
access to better management data.
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BACKGROUND
As part of the FY 2018 Annual Audit Work Plan, the County Auditor performed an audit of overtime in the
Emergency Communications Center (ECC). 1
Public Safety Communications and Emergency Management (PSCEM) oversees ECC functions. 2 ECC serves as
the public safety answering point for emergency calls, and for non-emergency calls related to police and fire
related incidents; ECC staff also dispatch police, fire, or emergency medical personnel to respond as
appropriate.
ECC Structure and Budget
There are two divisions within ECC: Operations and Systems. Operations is responsible primarily for calltaking; dispatching; and training; while Systems manages internal resources such as the Computer Aided
Dispatch system; the radio system; and the Virginia Criminal Information Network terminal. The ECC
Administrator has two staff members who report directly to him, in addition to the Deputy Administrators of
Operations and Systems.
In FY 2018, ECC’s authorized budget is approximately $10.1 million. This amount was an increase of eight
percent over the FY 2017 adopted budget. As part of the FY 2018 budget, three call-taker positions were
added in ECC.
This audit focuses on overtime in ECC’s Operations division. According to staffing information provided by
PSCEM management, staffing in the ECC for FY 2018 includes a total of 59.5 authorized FTEs (Full-time
equivalent positions). Forty-eight of these FTEs are for call-takers, dispatchers, and supervisory positions. ECC
operators and supervisors are divided into four shift groups. According to the ECC organizational chart dated
February 4, 2018, each shift group has 10 authorized operator positions, and two supervisor positions. Ten of
the full-time operator or supervisor positions were vacant as of January 2018, though two trainees were
anticipated to join ECC in March 2018. 3 The remaining 11.5 positions include the ECC Administrator, two
Deputy Administrators, five ECC Systems staff, the Training program manager, a half-time training support
position, and two emergency management-related positions.
Overtime Expenditures
ECC’s overtime expenditures were higher in FY 2017 than in the previous two years, as shown by the
following table. The primary sources of overtime spending are: covering for planned and unplanned leave by
call center staff; the 12-hour schedule for the call center staff; and the use of police and fire department
personnel to assist with coverage for police and fire radio dispatch. Table 1 below shows total overtime
expenditures for ECC in FY 2015-2017, as well as overtime as a percent of personnel expenditures.

For the objectives, scope, and methodologies of the report, see page 16.
The Director of PSCEM reports to the Deputy County Manager that also oversees the Police and Fire Departments. Deputy
County Managers report to the County Manager. For more information on the County organizational chart see
https://departments.arlingtonva.us/organizational-chart/.
3 PSCEM management reports that ECC has authority for five overhire positions if funds are available and vacancies exist.
These positions are in addition to the 59.5 authorized positions reported above.
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Table 1: ECC Overtime Expenditures

Fiscal Year

Total ECC Overtime Expenditures

2015
2016
2017

$1,300,434
$1,276,284
$1,392,213

Overtime as Percent of
Personnel Expenditures
19.72
19.22
22.08

Source: Unaudited ECC data

According to data provided by PSCEM, overtime expenditures for ECC result from various sources, including:
covering planned and unplanned leave with other ECC staff, police personnel, or fire personnel, or; overtime
related to shifts and minimum staffing (see following section). As shown in Figure 1, in FY 2017 these
categories comprised 82 percent of ECC overtime in FY 2017. Of the remaining sources of overtime, the
largest, administrative overtime, is for management staff and others who are eligible to receive overtime.
According to ECC, this “Admin” category is not related to ECC call taking activities.
Figure 1: Sources of FY 2017 ECC Overtime Expenditures
Backfill - Fire
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Holiday
Pay
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Event
Emergency
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9%
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Emergency
0%
Event
0%

Training
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Source: Unaudited ECC data
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Shifts and Minimum Staffing
ECC operators and supervisors work 12 hour shifts beginning at 7:00 AM or 7:00 PM. Prior to the shift is a
roll call that typically lasts 15 minutes. The roll call allows for supervisors to share key information with staff
that may be relevant for the shift. Some days, the roll call session may be lengthened to 30 minutes to allow
for a training refresher.
Each 12-hour shift is worked by an alternating shift group.
•
•

Shifts 1 and 2 work the day shift. Their schedule calls for the following pattern over a two-week
period: 2 days on, 2 days off, 3 days on, 2 days off, 2 days on, 3 days off.
Shifts 3 and 4 work the night shift. Their schedule calls for working 4 days on, then 4 days off.

In reality, call center staff do not work only the days they are scheduled, as many staff members are called in
for overtime work to cover for both planned and unplanned leave.
Both the day and night schedules results in some built-in overtime. According to unaudited data provided by
ECC, overtime that results naturally from the schedule construction was about 19 percent of total overtime in
FY 2017, approximately $266,000. In previous years, ECC staff worked eight or 10 hour shifts. ECC
management reported that the 12-hour schedule was adopted in part to allow call center staff to have fewer
trips to work, and thereby help to reduce attrition.
ECC management has identified a minimum staffing level that should be maintained to manage the volume of
work. This involves at least eight staff members, in each of two shift groups, during each twelve-hour period.
ECC management has determined that each of the shift groups should minimally include: two police
dispatchers; two fire dispatchers; one teletype operator; one call taker; one fill-in; and one supervisor.
Call Volume
According to unaudited data provided by ECC, call volume to ECC has dropped from FY 2015-FY 2017.
However, at the same time, the percentage of calls that are non-emergency calls is increasing. Table 2
provides an overview of call volume, including non-emergency calls. ECC data for FY 2018 is current through
December 2017. These data indicate that the trend of non-emergency calls as an increasing percentage of
total calls is continuing.
Table 2: ECC Call Volume and Type

Fiscal Year

Total Calls

Outgoing

Emergency

NonEmergency

Non-Emergency
Percent of Total

2015

496,587

159,048

108,223

229,316

46.2

2016

472,541

142,878

101,186

228,477

48.4

2017

446,217

129,639

93,333

223,245

50.0

2018 (partial) 4

225,012

61,907

45,291

117,814

52.4

Source: Unaudited ECC data

4

FY 2018 data is July-December 2017.
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Training Process
The ECC Training Program is divided into five stages. ECC staff must successfully complete each stage before
moving to the next stage. According to ECC management and internal documents, completing the five stage
training program should take about 18 months.
Stage 1
Orientation: The first stage of training is orientation. During this stage the trainee receives an overview of
ECC, as well as of the Police and Fire Departments and their responsibilities. Further, the trainee receives
Level C training for the Virginia Criminal Information Network (VCIN). 5 The trainee must pass written
examinations for each element to successfully complete this stage.
Stage 2
Call taking: Non-Emergency and Emergency: The second stage of training provides hands-on computer
training and telephone call taking for both non-emergency and emergency (9-1-1) calls. A trainee must
demonstrate proficiency by written examination and satisfactory practical application. At the end of Stage 2,
a trainee advances to the ECT (Emergency Communication Technician) I level.
Stage 3
Teletype: A teletype is an electronic system that allows the transmission of law enforcement information
between jurisdictions. Teletype operators must know how to use criminal justice information systems, and
handle criminal justice information in a legal and ethical manner. To become a certified teletype operator, the
ECT I must successfully complete the state mandated VCIN Level A and B certification courses, as well as
successfully completing the ECC training program for this stage.
Stage 4
Police or Fire Radio Training: During the fourth stage of training, trainees become certified as a Police or Fire
Dispatcher, which focuses on dispatching through the police or fire radio. To successfully complete the Police
Dispatch or Fire Dispatch portion, a trainee must demonstrate proficiency by written examination, operation of
all associated radio channels, and practical application of concepts presented during training. The Police
Radio Training has two elements: Police Administrative and Police Dispatch. After an ECT I completes Stages 3
and 4 of the training program he or she advances to the ECT II level.
Stage 5
Police or Fire Radio Training: During the fifth stage of training, trainees become certified on the radio
discipline not completed in Stage 4. which focuses on dispatching through the police or fire radio. As in Stage
4, a trainee must demonstrate proficiency by written examination, operation of all associated radio channels,
and practical application of concepts presented during training. After an ECT II completes Stage 5 of the
training program he or she advances to the ECT III level.
In addition to the above outlined training, trainees must successfully complete other courses as assigned,
including:
VCIN is managed by the Virginia State Police. The primary mission of VCIN is to provide a means of rapid communications
for criminal justice agencies throughout Virginia. It is a statewide data communications network incorporating computerized
links to regional and national law enforcement systems. For more information, see http://www.vsp.state.va.us/CJIS_VCIN.shtm.
There are different levels of access provided to VCIN, each with a separate training requirement. Level C is the lowest level of
access.
5
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•
•

One-week Emergency Medical Dispatch/CPR Course
Two-week Commonwealth of Virginia Basic Telecommunications Course

Certified Training Officers
Once ECC operators advance to the ECT III level, they are eligible to become Certified Training Officers
(CTOs). Individuals who are CTOs are the primary source of training for newer staff. As of February 4, 2018,
there were 12 CTOs, who also maintain their call-taking, dispatch, or teletype responsibilities in addition to
serving as training officers. During shifts where the ability to maintain minimum staffing is threatened, ECC
prioritizes the CTOs discharging their call-taking, dispatch, or teletype responsibilities over the training work,
which involves overseeing other staff in call-taking, dispatch, or teletype.
Data
ECC generates significant data that may be used in management of both personnel and overall business
operations, though these data exist in different systems. For example, data captured in the phone system
includes call data, and some limited audio of the call. Full call audio data is captured in the NICE recording
system. Similarly, information about an incident, which is gathered by the call-taker, is captured in a system
other than the phone system. In addition, ECC uses the County’s PRISM system for human resources related
data, including leave usage and overtime. The PRISM system does not interface with the ECC phone system
data. In addition, some PRISM information must be separately extracted to allow for easier data analysis.
Appreciation
The County Auditor commends the management and staff of the PSCEM and ECC for their assistance and
cooperation during the audit.
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FINDING 1 – MORE EFFICIENT TRAINING PROCESS WILL
LIKELY REDUCE OVERTIME
Finding Summary: The Emergency Communications Center (ECC) has not been able to meet its internal
goal of training call center staff in all skills within eighteen months, and completing this training more
efficiently would result in greater staff flexibility while likely reducing overtime usage. Further, additional
steps can be taken to retain this progress.

Fully training call center staff offers greater flexibility
ECC focuses on providing its call center operators and supervisors with high quality training befitting a
demanding profession. Call center operators field emergency calls that periodically are highly stressful,
and dispatch police or fire personnel into situations that range from routine to life-threatening. To
manage this high variation in types of calls, ECC works to adhere to professional training standards such
as those promulgated by the Association of Public Safety Communications Officials. The ECC training
program is designed to ensure that call center staff are trained on five key disciplines within an eighteenmonth period: 1) call-taking for emergency and non-emergency calls; 2) teletype usage; 3) fire dispatch;
4) police administrative calls; and 5) police dispatch. Operators who are fully qualified on all five
disciplines attain a level of Emergency Communications Technician (ECT) III.
ECC management desires that as many operators as possible are trained in each of the five disciplines,
as this offers greater flexibility for staffing decisions and the greater likelihood of high quality work by
the communications staff. For example, if an ECT III calls in sick, an ECT I, who is not qualified to dispatch
either fire or police, cannot replace the ECT III. Depending on need, an ECT II, who is qualified to dispatch
police or fire but not both, may also not be able to replace an ECT III. So the management policy to bring
staff up to ECT III allows for more options to manage in situations where call center staff is under strength.
In addition, ECT IIIs allow ECC to potentially reduce the reliance on police and fire personnel who incur
overtime – paid by ECC – to assist ECC in fire and police dispatch roles. However, because the fire and
police personnel only handle dispatch for their own department, and do not handle emergency or nonemergency calls, their ability to assist ECC is much more limited than an ECT III.

Current resources are available to speed up training
While the ECC goal is to train staff on all call center disciplines within eighteen months, six of the 10 staff
who not yet ECT III are already beyond the eighteen-month training timeframe. Further, three of the
remaining four staff are not likely to complete their training within eighteen months, based on their
current rate of completion.
ECC management ascribes the relative slowness in the training process to the need for Certified Training
Officers (CTOs), who are ECT IIIs that have qualified to serve as trainers, to function primarily as calltakers and dispatchers. These roles take priority over training, and staff strength is often not sufficient to
allow a CTO to sit with a trainee, as this takes the CTO away from the phones or dispatch radios. Based
on the number of vacancies among call center staff, and the fact that overtime to cover for planned and
unplanned leave represents over half of all overtime costs, management’s assessment has merit.
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However, as of February 4, 2018, ECC has 12 CTOs to train only eight individuals who are not yet to the
ECT III level. 6 This leaves four CTOs who are available to serve as trainers, or as backup for phone and
radio coverage. As of February 4, 2018, three of eight trainees lack only training on one of the five
disciplines to complete their progression to ECT III. Once these individuals are fully trained, three more
CTOs will available to be redeployed to complete training for other staff, and the three new ECT IIIs will
offer greater flexibility for coverage. In addition, PSCEM has been authorized for four additional CTOs,
bringing the total to 16. These four additional CTOs have to be trained and brought up to standards, but
by FY19, PSCEM expects to have 16 CTOs in place out of our authorized positions.
To help achieve greater staff flexibility, ECC management should prioritize completing training for the
ECT IIs closest to completing their fifth discipline of training, even if that means incurring short-term
overtime.
Recommendation 1.1: To help achieve greater staff flexibility, ECC management should prioritize
completing training for the ECT IIs closest to completing their fifth discipline of training, even if that
means incurring short-term overtime.
This use of overtime would be an investment with a return of greater flexibility in using staff. Specifically,
more ECT IIIs should allow management greater options to redeploy available staff in a shift before
resorting to overtime to cover planned and unplanned leave. Once the ECT IIs closest to completing their
fifth discipline of training have advanced to ECT III, the CTOs should be redeployed to focus on training
the staff who are likely to advance to ECT III most quickly. If PSCEM management sets a goal to get the
current ten trainees to ECT III by a certain time, such as the end of calendar year 2018, the training
process would be further facilitated.
Recommendation 1.2: Once the ECT IIs closest to completing their fifth discipline of training have
advanced to ECT III, the CTOs should be redeployed to focus on training the staff who are likely to
advance to ECT III most quickly.
The data currently available was not sufficient for the County Auditor to develop a specific estimate of
overtime savings that would occur if the call center staff had even more ECT IIIs. However, according to
data provided by ECC, in FY 2017 approximately $794,000 in overtime costs (57%) was either due to
calling in ECC staff to cover planned or unplanned leave, or due to using police and fire department
personnel to provide dispatch coverage. Having more staff that can cover all the disciplines of ECC
should allow for fewer “call-ins” of ECC staff and less reliance on police and fire staff for dispatching.

Additional effor ts needed to retain progress
While opportunities for short-term training progress are available now, a concurrent focus on retaining
those gains is important. If the most highly skilled people leave the organization, the call center would
likely find itself back in its current situation regarding overtime usage.

6

Two trainees were out on leave as of February 4, 2018.
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One way to do this is to make the training goal more aggressive. Eighteen months to complete training is
a long time to wait for new ECT IIIs. According to ECC training documents, the eighteen-month process
builds in six month of training pauses to assimilate information. With more CTOs available to ensure that
training continues without interruptions due to staff shortages, and by eliminating most or all of the
training pauses, the training timeframe could realistically be reduced to 12 or 14 months. Eighteen months
could then be the deadline, rather than the aspirational goal. ECC management should reduce the current
training timeline, perhaps to as little as twelve months.
Recommendation 1.3: ECC management should reduce the current training timeline, perhaps to as little
as twelve months.
Additional steps can also be taken to help support the reduction in the training timeline, helping to ensure
that unplanned leave does not interrupt or reduce progress made in getting as many call center staff to
the ECT III level as possible. For example, ECC management should work to make as many of the new
ECT IIIs into CTOs as are interested and capable. The training program is stronger, more flexible, and
more efficient when more CTOs are available. Other ECC options for consideration include:
•
•

Using ECC management personnel to fill in potential interruptions in training time.
Using contractors to help cover training on an as needed basis to mitigate against interruptions in
training.

Recommendation 1.4: ECC management should work to make as many of the new ECT IIIs into CTOs as
are interested and capable.

Recommendation 1.5: Other ECC options for consideration include: 1) using ECC management
personnel to fill in potential interruptions in training time; 2) using contractors to help cover training on
an as needed basis to mitigate against interruptions in training.
Finally, the ECC training program is managed by a training coordinator who also serves as the hiring and
recruitment coordinator. However, the training program effort does not leave enough time for this
individual to develop and implement a strategic recruitment plan. Such a plan would help to improve the
quality of applicant pools by more specifically targeting the skills needed to excel in public safety
communications in 2018 and in the years to come. ECC management has pointed to the upcoming of
NextGen9-1-1, which will allow individuals to text pictures and video to the 9-1-1 call center, as an
innovation that may change significantly the skills needed to be a successful ECC operator. In addition,
ECC has suffered quick attrition with some new hires. For example, seven individuals hired in 2017 left
within eight months. While quicker training should help with retention, there is still a need to identify
applicants who are not a good fit for ECC before they are hired.
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To address this need, Public Safety Communications and Emergency Management (PSCEM) management
should consider the hiring a contractor on a short-term basis to focus on developing a recruitment and
hiring strategy, including but not limited to: a profile of a successful ECC operator; ways to target the
right applicants in the recruiting process; benchmarking of other successful organizations in recruiting and
retaining staff; changes to the hiring process that may be needed to attract and retain the right staff;
and impediments to retaining current staff.
Recommendation 1.6: Public Safety Communications and Emergency Management (PSCEM)
management should consider the hiring a contractor on a short-term basis to focus on developing a
recruitment and hiring strategy, including but not limited to: a profile of a successful ECC operator;
ways to target the right applicants in the recruiting process; benchmarking of other successful
organizations in recruiting and retaining staff; changes to the hiring process that may be needed to
attract and retain the right staff; and impediments to retaining current staff.
During the audit, the County Auditor also learned that ECC has not regularly conducted and documented
exit interviews for departing staff. Exit interviews can be an important management tool for identifying
improvements to business operations, impediments to retaining staff, and possible weaknesses in culture
and leadership. Exit interviews are also useful in developing trends that need attention from more senior
management. As part of the process to develop a recruiting and hiring strategy, ECC management should
also begin systematically conducting exit interviews of its staff, including call center operators and
supervisors, documenting the results, and periodically sharing the results and analysis with PSCEM
management.
Recommendation 1.7: As part of the process to develop a recruiting and hiring strategy, ECC
management should also begin systematically conducting exit interviews of its staff, including call
center operators and supervisors, documenting the results, and periodically sharing the results and
analysis with PSCEM management.
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FINDING 2 – NON-EMERGENCY CALLS ARE A GROWING
PROBLEM, CREATING UNNECESSARY WORK
Finding Summary: In the period FY 2015-2017, the proportion of totals calls to the Emergency
Communications Center (ECC) that were non-emergency calls has risen, which has created an unnecessary
burden on current ECC operators. Public Safety Communications and Emergency Management (PSCEM)
management authorized an internal study group to assess the problem of non-emergency calls, and
several potential solutions were offered. PSCEM management should formally follow up on these internal
recommendations, as well as considering other possible options such as using community volunteers or
contractors to handle non-emergency calls.

Percentage of non-emergency calls is increasing and creates a burden
Non-emergency calls are calls that come into ECC outside of the 9-1-1 line. The non-emergency line is
intended for public safety purposes (police, fire, or sheriff-related inquiries) but based on interviews with
ECC management and operators, other calls come into the line ranging from water line breaks to requests
for directions in Arlington. Unfortunately, the data are not available to identify specifically how many of
the non-emergency calls are not related to public safety agencies.
As noted in the Background (p.4), the percentage of total ECC calls that are non-emergency is rising during
the period FY 2015-2017. This provides an opportunity to reduce the burden on current ECC staff and
allow them to focus on the areas where their professional skills are best used: emergency calls and police
and fire dispatch.
The increasing percentage of non-emergency calls has an anecdotal impact on ECC staff. While the
quantitative data are unclear on the connection, County Auditor interviews with ECC management and staff
indicate that burnout due to overwork is impacting sick leave usage and ECC attrition. While hiring
additional staff to take on this work is one possible solution, this is costly, time-consuming, and does not
account for the current issues with an inefficient training process. A more feasible solution is to work to bring
down the workload by focusing on reducing non-emergency calls, which are time-consuming but not the
best use of ECC operators’ training and skills. Absent better quantitative data, the connection between
reducing non-emergency calls and reducing overtime cannot be precisely estimated, but the data
developed during this audit strongly suggest that reducing the workload of time-consuming non-emergency
calls will improve the work environment, reduce burnout, and possibly reduce attrition, thus enhancing the
likelihood of reducing overtime usage.

Internal innovation team assessed the issue of non-emergency calls
In FY 2017, EMIT – an internal emergency management innovation team – worked to identify some of the
causes for the increasing percentage of non-emergency calls, and offered several recommendations.
Among the key causes EMIT identified were:
•
•

The non-emergency number is published numerous places, including on the County website and
business cards.
The number is promoted heavily by County departments as a good source for potential problem
resolution.
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•

Callers like using the non-emergency line, as it provides a human voice and good customer service.

However, EMIT also found that ECC operators spent significant time dealing with these calls, which were
clearly lower priority. In addition, EMIT was limited by an inability to get data that would identify whether
calls to the non-emergency line were coming from inside the County phone system, and what times of day
the calls were being made. The County Auditor’s interviews with ECC management and staff, and
observations of data limitations, resulted in replicating these EMIT finding.
To address the problems posed by the increasing percentage of non-emergency calls, EMIT identified
several recommendations. These include:
•
•
•
•
•

Renaming the non-emergency line as the “Non-emergency Public Safety Line.”
Making County staff aware of the need to make only proper referrals to the non-emergency line.
Revising the County website to eliminate references to the non-emergency line for uses outside of
public safety.
Creating an announcement on the non-emergency line clarifying its purpose, and prompting callers
to self-select out if calling with non-public safety calls, prior to connecting the call into ECC.
Working with County agencies, such as the Treasurer’s Office, Police Department, and special events
coordinators, to communicate the purpose of the non-emergency line to the public.

While some of these recommendations are outside its direct control, PSCEM management should work to
prioritize implementation of the EMIT recommendations regarding renaming the non-emergency line;
identifying areas where the non-emergency number can be removed from the County website; and creating
an announcement on the non-emergency line clarifying its purpose for callers before the call is connected
to ECC.

Recommendation 2.1: PSCEM management should work to prioritize implementation of the EMIT
recommendations regarding renaming the non-emergency line; identifying areas where the nonemergency number can be removed from the County website; and creating an announcement on the
non-emergency line clarifying its purpose for callers before the call is connected to ECC.
In addition, PSCEM management should determine which of EMIT non-emergency line recommendations it
plans to implement. Management should then task one of its officials to formally track and periodically
report on the implementation status of each of the EMIT recommendations, to help ensure that the effort of
EMIT is not lost.
Recommendation 2.2: PSCEM management should determine which of EMIT non-emergency line
recommendations it plans to implement. Management should then task one of its officials to formally
track and periodically report on the implementation status of each of the EMIT recommendations.

Outside assistance would help relieve ECC staff
While the EMIT recommendations may help to reduce the number of non-public safety non-emergency
calls over time, in the near term additional steps are need to help address non-emergency calls.
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One approach is to bring in outside contractors to help answer calls. The advantage of contractors is that
they can be deployed and pulled back as needed. However, contractors cost dollars that likely would be
better used for other areas. A similar but less costly option would be to recruit and use volunteers from
the Arlington community to help with non-emergency calls, especially with those that are not public safety
related. Using volunteers from the community has several advantages:
•
•
•
•

Volunteers have lower costs than contractors, even accounting for the cost of training volunteers.
Handling non-emergency calls requires the least amount of training of any ECC discipline.
Arlington is a civic-minded, highly educated community, with people interested in giving back to
the community.
There is an existing tradition of using volunteers in public safety roles, such as reserve police
officers, who in communities take on tasks such as traffic control to create more opportunities for
full-time police to focus on solving crimes or crime prevention.

The Maryland Natural Resources police are already using volunteers in the police communications center
to handle non-emergency calls. 7 This could serve as a model for using volunteers in ECC. Consequently,
PSCEM management should consider a pilot program to bring in community volunteers for training and
deployment in handling non-emergency calls, to help further reduce the burden on ECC operators.
Recommendation 2.3: PSCEM management should consider a pilot program to bring in community
volunteers for training and deployment in handling non-emergency calls, to help further reduce the
burden on ECC operators.

See story entitled Wildlife calls: Reserve officers relieve dispatch overload dated September 22, 2017 on the Maryland
Department of Natural Resources website (http://news.maryland.gov/dnr/2017/09/22/wildlife-calls-reserve-officersrelieve-dispatch-overload/).
7
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FINDING 3 – ADDITIONAL AUTHORIZED POSITIONS NOT
NEEDED AT THIS TIME AND DATA ACCESS SHOULD BE A
HIGHER PRIORITY
Finding Summary: Data provided by ECC shows that many current authorized positions are not filled,
ECC is operating below minimum staffing on many shifts, and that the volume of incoming calls is
decreasing. In addition, the audit findings identified several opportunities for reducing overtime usage
even without creating new positions. This indicates that there is not a current need for increases in
authorized positions. However, there is a need for quicker and more robust data access, which should be
a higher priority.

Internal data do not show a current need for additional positions
Unaudited data provided by ECC show multiple indicators that the current level of authorized positions is
sufficient for now.
•

•

•

As of January 2018, ECC has ten unfilled operator or supervisor positions. While this creates a
burden for current staff, filling the current positions is a necessary precursor to demonstrating the
need for additional authorized staff. Two additional positions are expected to be filled in March
2018.
ECC data on how often minimum staffing was achieved, broken down by month, is available from
July 2017 through January 2018. These data indicate that the number of shifts that did not meet
minimum staffing ranged from 13 percent to 38 percent. During this period, the County Auditor did
not observe significant negative consequences from dipping below minimum staffing on up to 38
percent on many shifts.
The volume of incoming calls to the 9-1-1 and non-emergency lines has declined in both FY 2016
and FY 2017, and is on pace for another decline in FY 2018. When the primary driver of work for
ECC is declining, the case for additions to authorized strength is weakened.

Operating below authorized strength and below minimum staffing is clearly not ideal, and no guarantee
that future problems will not occur. However, by focusing on the recommendations made in this audit, ECC
has an opportunity to increase staff flexibility, train future operators more efficiently, hire and retain ECC
operators effectively, and reduce further non-emergency calls, a key component of ECC workload. By
implementing these recommendations, ECC will likely reduce its use of overtime without any need for
additional authorized staff.

Oppor tunity to consider how police and fire personnel used in ECC
One staffing adjustment that is worth considering, though, is how police and fire personnel are used in ECC.
Police and fire personnel are used to cover for ECC staff in performing police and fire dispatch functions,
but police and fire do not handle incoming emergency or non-emergency calls. Both ECC management and
operators noted that the value of having police and fire personnel is even higher than merely providing
coverage. County Auditor interviews indicated that police and fire personnel provide useful insight and
sources of information for dispatching and handling emergency calls. None of the ECC management or
operators expressed a desire for police and fire personnel to no longer serve in ECC. However, both ECC
management and operators noted that it is a detriment to ECC operator morale seeing police and fire
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personnel make higher overtime pay for a more limited range of work than is performed by ECC operators.
Further, ECC data indicate that police and fire overtime is consistently 20-22 percent of total ECC overtime
costs for FY 2015-2017.
While fuller staffing is being achieved, training process efficiency is being improved, and non-emergency
calls are being reduced, there is also an opportunity to assess whether the role of police and fire personnel
with respect to ECC can be changed once the staffing needs can be covered internally. PSCEM management
should work with the Police Department, Fire Department, and the Department of Management and Finance,
to evaluate assigning police and fire personnel to ECC as a duty station, with their pay taken on by the
Police and Fire Departments.
Recommendation 3.1: PSCEM management should work with the Police Department, Fire Department,
and the Department of Management and Finance, to evaluate assigning police and fire personnel to
ECC as a duty station, with their pay taken on by the Police and Fire Departments.

Quicker Access to Better Data Needed
As noted previously, access to data can be a challenge for ECC management. The ECC Finance Officer has
to manually create reports to track overtime usage, types of overtime used, sick leave, vacancy trends, and
other critical budget-related data. This work is necessary, but an inefficient use of time. In addition, ECC
management has limitations in the data available through its phone systems, which ideally are a source of
very rich data for real-time analysis and use. Instead, PSCEM and ECC management extract various data
and manually input these data into SharePoint spreadsheets. Manual data creation introduces the possibility
of operator error, and thus reduces the reliability of the data. Further, other County analyses are limited
by the lack of data availability. As discussed in Finding 2, EMIT was not able to identify how many calls
from the non-emergency line came from inside the County phone system, nor was the team able to identify
when non-emergency calls were coming in during the day. The latter information could help ECC
management to more strategically manage its staffing in response to variations in non-emergency calls.
Even this small amount of information could have an impact on ECC management’s ability to better manage
overtime usage.
Although the current need for authorized staff increases has not been demonstrated, the need for quicker
access to better data has been demonstrated. PSCEM and ECC management should assess their specific
short-term and long-term needs regarding improved data access, and prioritize additional data access
needs over authorized staff increases in the next PSCEM budget proposal.
Recommendation 3.2: PSCEM and ECC management should assess their specific short-term and longterm needs regarding improved data access, and prioritize additional data access needs over
authorized staff increases in the next PSCEM budget proposal.
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OBJECTIVES, SCOPE, AND METHODOLOGIES
Objectives
The initial audit objective as approved in the FY 2018 Audit Work Plan was to assess the administration
and use of overtime in ECC. After the planning phase of the audit was complete, fieldwork audit
objectives were developed. The fieldwork audit objectives were to:
•
•
•
•

Determine whether the process of training ECC staff could be improved to reduce overtime
Determine whether non-emergency calls to ECC impacted overtime usage
Determine whether data indicated the level of authorized staffing should be increased
Determine whether management had adequate data to manage ECC overtime

Scope
The audit focused on ECC processes and data within the ECC Operations group as of February 8, 2018.
The audit did not include a review of overtime in the ECC Systems group, or for employees underneath
the ECC Administrator. These areas include a total of eight employees out of ECC’s 57 total employees,
as of February 4, 2018. In some cases, data availability varied and the report presents data based on
availability, generally FY 2015-2017.

Methodologies
During the audit, the County Auditor obtained information through interviews of PSCEM and ECC
management, and by conducting a four hour “sit-along” with various ECC staff in the call center. The
County Auditor also gathered relevant information from other County Officials, primarily during the
audit’s first (Planning) phase.
In addition, the County Auditor gathered various ECC documents and data, such as:
•
•
•
•
•
•

General documents, including staffing schedules and organizational charts
The ECC training manual, lesson plans, training overviews, and CTO assignments
Results of Emergency Management Innovation Team analyses of non-emergency calls and ECC
training
Call data and training data captured by ECC or PSCEM management
Leave and Overtime data developed by PSCEM management
Previous ECC staffing studies

Finally, the County Auditor gathered external data such as performance audits of 9-1-1 call center
overtime in other local jurisdictions; and best practice information for communications officials issued by
organizations such as the Association of Public Safety Communication Officials and the National
Emergency Number Association.
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ABOUT US
Compliance Statement
The County Auditor 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.

Authority
The County Auditor is appointed by the Arlington County Board under the authority of § 15.2-709.2 of
the Code of Virginia, 1950, as amended. The County Auditor conducted this audit as part of the FY 2018
Annual Audit Work Plan approved by County Board on June 21, 2017.

County Auditor Function
The County Auditor reports to the County Board, independent of management, and is charged with
conducting performance audits of departments, offices, boards, commissions, activities, and programs of
Arlington County that directly or indirectly report, or are accountable, to the County Board. Performance
audits encompass a variety of scopes and objectives, including effectiveness and efficiency, economy,
transparency, internal controls, and compliance.

County Board
Katie Cristol, Chair
Christian Dorsey, Vice-Chair
Libby Garvey
Erik Gutshall
John Vihstadt

County Auditor
Chris Horton, Ph.D., CIA, CGAP, County Auditor

Audit Committee
An Audit Committee has been established by the County Board to provide advice to the Board regarding
the exposure of Arlington County government and its component units to risk, such as financial,
operational, and reputational risks. The Audit Committee has numerous responsibilities enumerated in the
County Auditor Board Charge, as amended on June 21, 2017.
Erik Gutshall, Co-chair
John Vihstadt, Co-chair
Mark Schwartz, County Manager
Stephen Agostini, Director, Department of Management and Finance
Tenley Peterson, Citizen member (Fiscal Affairs Advisory Commission representative)
Hal Steinberg, Citizen member
Nancy Tate, Citizen member
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MANAGEMENT RESPONSE
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Chris Horton, Ph.D., CIA, CGAP
County Auditor

Arlington County Auditor
DRAFT Annual Audit Work Plan FY
2019
March 22, 2018

Introduction

The Annual Audit Work Plan for Fiscal Year 2019 (FY 2019 Plan) comprises the work to be
performed by the Arlington County Auditor for the year. The County Auditor reports to the County
Board, independent of management, and is charged with conducting performance audits of
departments, offices, boards, commissions, activities, and programs of Arlington County that
directly or indirectly report, or are accountable to the County Board. Performance audits
encompass a variety of scopes and objectives, including effectiveness and efficiency, economy,
transparency, internal controls, and compliance.

Risk Assessment

The FY 2019 Plan is based on a risk assessment performed by the County Auditor, using a variety
of sources. These include County data, such as budget documents and the Consolidated Annual
Financial Report; County Board work sessions; analyses performed by the Fiscal Affairs Advisory
Commission; and information gathered from a public solicitation of audit ideas in February and
March 2018. Other inputs for the FY 2019 Plan’s development were reviews of leading practice
local government audit organizations’ work plans, discussions with County management, and
discussions with Audit Committee and County Board members.
For the FY 2019 Plan, key selection criteria for the proposed audits were:
•
•
•

The need to provide information that is timely and relevant for decision-makers, especially
with respect to budget decisions;
The possibility of improving efficiency and effectiveness in operations;
The importance of addressing areas of key interest to the County Board, Audit Committee,
or County management.

Flexibility

The FY 2019 Plan is approved by the County Board, and is designed to be flexible to respond to
organizational needs as they arise. The FY 2019 Plan may be altered during the year, in
consultation with the County Board, Audit Committee, and County management, if a significant
reallocation of County Auditor resources is deemed necessary.

Overview of the Document

The FY 2019 Plan contains three parts. First are performance audits that would be conducted in
FY 2019, and audits that are available to be conducted if capacity allows. Second is a brief
overview of additional, non-audit efforts that the County Auditor will or may perform. Finally, the
FY 2019 Plan presents an Audit Horizon, which lists audits that could be performed in future
years.
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Performance Audits

Each audit listed includes one or more initial objectives. These objectives are designed to give
some insight into areas of interest regarding the audit topic, but do not limit the scope of the
audit. Once an audit is formally begun, the County Auditor will gather key information regarding
the audit topic during a preliminary survey period. After the period has concluded, the County
Auditor will determine the fieldwork objectives that will be answered during the fieldwork phase
of the audit and addressed in the public report.
Some audits on the FY 2018 have been initiated but not completed as of the end of FY 2019.
These audits will be carried over to the FY 2019 Plan and completed prior to initiating new
performance audits.
The FY 2019 Work Plan is designed to be a flexible, dynamic document that allows for the
addition of audits that address risks that may appear during the year, or whose priority to the
organization may change during the year. In such cases, the County Auditor will assess these
emerging risks, consulting with the County Board, Audit Committee, and County management, and
make a determination regarding whether audit resources should be allocated to meet the
emergent need.
Carryover Performance Audit from the FY 2018 Annual Audit Work Plan
Audit Area
Department
Initial Objective
Public Safety
Sheriff’s Department The initial objective is to assess the administration
Overtime
and use of overtime in the Sheriff’s Department.
Elements could include the need for overtime, the
use of effective overtime management techniques,
the impact of current staffing levels and policies,
and opportunities for potential savings.
New Performance Audits Expected to be Completed in FY 2019
Audit Area
Department
Initial Objective
Procurement
Department of
The initial objective would be to assess the
Management and
effectiveness of County procurement practices.
Finance
Elements could include timeliness and process
efficiency, monitoring and oversight, contract
provisions, communication, and inter-departmental
coordination.
Economic
Arlington Economic
The initial objective would be to assess the
Development
Development
effectiveness of the economic development incentive
Incentive Funds
funds in accomplishing the purpose for which they
were dedicated. Elements could include compliance
with economic development incentive fund
requirements, the quality and frequency of
economic development incentive fund reporting, and
the quality and accuracy of the information used in
the reports.
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Business
Improvement
Districts and
Partnerships

Arlington Economic
Development

The initial objectives are to assess the effectiveness
and efficiency of BIDs and partnerships in using
County tax dollars. These objectives will likely focus
on how well BIDs and partnerships are helping to
meet the County’s goals, such as its economic
development goals, and the effectiveness of the
County’s guidance to these entities.
Supplemental Performance Audits if Capacity Allows
Audit Area
Department
Initial Objective
Neighborhood
Community Planning, The initial objective would be to assess the
Conservation
Housing and
effectiveness of the NCAC processes and activities.
Advisory
Development
Elements could include the project prioritization
Commission
process, project scoping, and project execution.
(NCAC)
Site Plan Benefits

Community Planning, The initial objective would be to assess the
Housing and
effectiveness of the community benefits tracking.
Development
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Additional Non-Audit Efforts

In addition to conducting performance audits the County Auditor anticipates allocating time to
other activities not directly attributable to an audit engagement.
Additional Efforts
Activity
Follow-up Activities

Training and Development

Risk Assessment

Third Party Procurement and Oversight (if
necessary)

DRAFT Annual Audit Work Plan FY 2019

Purpose
In FY 2019, the County Auditor will conduct
follow-up work to identify and validate
management’s implementation of audit
recommendations. Based on the
implementation dates selected by
management for FY 2018 audits, follow-up
work is expected to begin in early 2019.
The County Auditor policies and procedures
call for the Auditor who to complete 40 hours
of continuing professional education every
years to maintain compliance with
Government Auditing Standards. This level of
training also allows the County Auditor to
maintain certifications required for the
position.
The County Auditor will conduct additional
work beginning in January 2019 to develop a
proposed Annual Audit Work Plan for FY
2020.
For any audit work is performed by third
parties, the County Auditor is responsible for
assisting with procurement and then ensuring
that the individual(s) performs work in
accordance with the terms of the agreement.
Third parties may be experienced contractors
or graduate school interns. Depending on the
size of the audit contracted, and the skill level
of the third parties, this procurement and
oversight work is estimated to add
approximately 100 hours per audit.
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Audit Horizon

The purpose of an Audit Horizon is to list audit areas that likely could be reviewed productively
at the current time. Audits that appear on the Audit Horizon may appear on a future list of
performance audits to be conducted, but being listed on the Audit Horizon does not guarantee
that a program or function will be audited in the near future. A subsequent risk assessment process
would be used to make that final determination.
For convenience, the Audit Horizon is presented alphabetically.
Audit Horizon
Audit Area
Department
Affordable
Community
Housing
Planning,
Housing and
Development
Capital
Construction
Capital
Improvement
Plan (CIP)
Planning

Contract
Management

Department of
Environmental
Services
Department of
Management
and Finance

Department of
Technology
Services (DTS)

Compensation Department of
and Benefits
Human
Resources
DES Permitting

Facilities
Management

Initial objective
The initial objective would be to assess the effectiveness of the
County’s affordable housing program. Elements could include
the oversight and impact of the housing grants program, and
whether controls that would help to achieve the County’s
Affordable Housing Principles and Goals are in place and
effective.
The initial objective would be to assess whether the County
effectively manages CIP projects within budget and schedule.
The audit may focus on a sample of CIP projects.
The initial objective would be to assess the effectiveness of the
capital improvement planning process. Elements could include
whether the County effectively provides oversight and
coordination of the process for identifying capital
infrastructure needs and implementing projects; develops
integrated, long-term CIP planning; and identifies needed
capital infrastructure requirements.
The initial objective would be to assess the effectiveness of
contract management within Technology Services. Contract
management is decentralized within County government, so
departments manage executed contracts within their purview.
This audit would focus on DTS-wide contract management
practices rather than only focusing on specific contracts.
The initial objective would be to assess the effectiveness of
County’s compensation and benefits program. Elements could
include testing the quality of compensation study practices.

Department of The initial objective would be to assess the effectiveness of the
Environmental permitting process within the Department of Environmental
Services
Services. Elements could include the consistency of information
provides to permit applicants, the timeliness of permit
application reviews, the effectiveness of technology used in
the permitting process.
Department of The initial objective would be to assess the effectiveness of
Environmental facilities management practices. Elements could include the
Services
adequacy and effectiveness of the work order processes; the
timeliness of repairs; the alignment of preventative
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Financial
Condition
Analysis

Department of
Management
and Finance

Information
Technology –
General
Controls

Department of
Technology
Services

Performance
Measures

Department of
Management
and Finance

Personally
Identifiable
Information
(PII)

Department of
Technology
Services

Public Safety
Retirement

Retirement
Investment
Office
Department of
Human
Resources

Recruiting
Process

Street
Maintenance

Department of
Environmental
Services

maintenance activities with relevant standards; and the impact
of retrofitting facilities to meet energy standards.
The initial objectives would be to: assess the City’s current
financial condition, such as revenues, debt, and capital assets;
and the degree to which financial information is publicly
reported in comparison to leading practice. The financial
condition analysis would not be intended as a predictive
(prospective) analysis or as a substitute for the annual
financial audit, but rather as a broad analytical and
diagnostic tool.
The initial objective would be to assess the effectiveness of
general controls over information technology. Elements could
include access controls; policies and procedures; physical and
environmental security; change management; back-up and
recovery procedures, and communication with users. This audit
would likely require outside consultant assistance.
The initial objectives of the audit would be to assess the
effectiveness of County’s the performance measurement and
reporting frameworks in: improving the effective management
of resources in the achievement of the County’s vision and
mission; collecting, validating, and using performance
information; and publicly reporting performance information.
The initial objective would be to assess the effectiveness of
County strategy for the use of PII. An element of the audit
would include whether adequate controls in place to
safeguard PII collected by County functions including those
within constitutional offices. This audit would likely require
outside consultant assistance.
The initial objective would be to assess the effectiveness of
oversight for public safety employees with respect to
maintaining the sustainability of the benefit.
The initial objective would be to assess the effectiveness of
recruiting and hiring practices. Elements could include the
goals and plan for the recruiting process; the timeliness of
filling open positions; the consistency, objectivity, and fairness
of the recruiting process; and management’s monitoring and
improvement of the recruiting process.
The initial objective would be to assess the effectiveness of the
County’s asphalt Maintenance, street marking, and street
sweeping activities. Elements could include strategic planning
for street maintenance, timeliness of completion, and
monitoring of compliance with established standards. This
audit may require outside consultant assistance.

DRAFT Annual Audit Work Plan FY 2019

Page | 6

Public Solicitation of Audit Ideas
Audit Committee
March 22, 2018

Results of Public Solicitation of Audit Ideas
On February 7, 2018, County Auditor Chris Horton reached out to members of the Arlington community
for input on possible audit topics in the FY 2019 Annual Audit Work Plan. This solicitation was available
until March 9. Below are the results of that outreach.

Summary
As a result of the solicitation of audit ideas 50 separate suggestions were received. Thirty-nine total
individuals participated in submitting audit ideas.
The proposed audit topics spanned a wide range, including Arlington Public Schools, affordable housing,
ART buses, street maintenance, permitting, various parks and recreation concerns, utilities, customer
service, property and vehicle taxes, capital construction, neighborhood conservation program, site plan
benefits, and public art and cultural affairs related issues.
Several of the community ideas are aligned with topics in the DRAFT FY 2019 Annual Audit Work Plan.
•
•

Both the Neighborhood Conservation Advisory Commission (NCAC) and the topic of Site Plan
benefits are included as supplemental performance audits to be performed if capacity allows.
Some suggested topics are included in the Audit Horizon, including but not limited to:
o Affordable Housing
o Street Maintenance
o Permitting in the Department of Environmental Services

The community feedback regarding Arlington Public Schools is being addressed (in part) by the APS
internal audit function. In addition, an audit of the Affordable Housing Investment Fund was completed
by an Arlington County contractor in FY 2017.

Detailed Feedback
Below is a table showing the proposed audit topics and any associated narrative provided by community
members. The narrative is included here verbatim, except where names were included. The proposed
audit topics are listed in the order received, with the last submission at the top.
Proposed Audit Topic (Limit One)

Supporting Details (verbatim)
I am writing to get information on the costume lab. I find it stunning that
Arlington County has a costume lab as a government function. This
seems like something that should be a private venture or non-profit.
What benefit do the citizens receive from this? How many people are
employed and what does this cost the county, including benefits and
space, materials? What kind of revenue does the costume lab bring in?
How many other counties in the country have costume labs?

Costume Lab

Thank you for time and assistance in this matter.
Many people scratch their heads over Arlington's ART Bus service.
References to the service in the county manager's 2019 budget proposal
give rise to questions about ART and point to the need for a thorough
audit of ART service.

ART Bus Ridership

In the budget document, the ART program has is growing unabated: "The
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County has increased the number of ART routes and hours of service
significantly during the past 10 years. The County’s approved plan for
ART is to further expand from 65 to 90 buses during the next eight to ten
years."
The budget document also lays out "the established minimum service
standards of 15 passengers per hour and a 20 percent cost recovery
ratio..."
To anyone casually seeing empty Art Buses pass by, the question on
many citizens' minds is regarding the efficiency of and need for this
service.
Would the county budget and its citizens be better served with smaller
vehicles operating on an as-needed or limited operation? The absence of
any mention of alternatives to the current ART system is troubling.

Use of recreation facilities and
fields.

See February 3, 2018 Washington Post https://www.washingtonpost.com/local/trafficandcommuting/forpublic-transit-agencies-loosing-riders-microtransit-might-be-ananswer/2018/02/03/37771f46-0070-11e8-9d31d72cf78dbeee_story.html?utm_term=.9db4afebe3d9
4MRV Working Group has discussed the use of baseball fields at Jennie
Dean Park because the community has observed that these fields are
largely unused during the baseball/softball seasons. The high residential
density in the area lacks for open unprogrammed green space. A WG
member made a FOIA request to understand its usage. It confirmed the
community's observations that the fields are surprisingly underused. This
information contradicted the representations of the public, the Sports
Commission and Parks/Rec Commission members at the table or
comments during meetings. There needs to be more transparency on the
processes/systems the county uses to track capacity: usage, schedules,
fees, the schedules and costs of maintenance, etc. With well funded
sports advocacy groups using their money and patrons to "donate"
accessories to improve county fields, the inconsistent or conflicting
reports by Park staff, Sports and Parks Commissions negatively impacts
community confidence and trust.
Mr. Horton
In December a Falls Church resident (who had been a AC 55+ member)
who plays pickleball at Arlington Mills &amp; Walter Reed told me that
she hadn't renewed her 55+ membership since 2015 yet she and MANY
FAIRFAX &amp; FALLS CHURCH friends who also play pickleball at same
locations without 55+ membership also are never stopped or asked to
show or scan membership cards.

Pickleball fees for Falls Church &
Fairfax residents

I feel this is very unfair to paying 55+ members whose dues increase as
55+ expenses increase. In December I phoned &amp; spoke with one of
the 55+ P &amp; Rec Managers who clearly understood what I was
saying and said they've been aware of the problem but haven't arrived at
a decision about how to resolve it. Clearly I resent this situation and the
fact that paying 55+ members have been penalized because the income
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for the 55+ Program could have been significantly more than has been
collected.
I hope this is the type of circumstance that you are looking for, and that
you'll copy John Vihstadt when you write since I know fiscal transparency
is a hallmark of type of government he is interested in.

TV,Telephone &; Power Services
APS... if possible as so much $$ gets
funneled to them

Verify eligibility for affordable
housing
Aquatic Center
Schools

Thank you
There has been an increase in the amount of cabling and wiring that has
been strung on telephone poles. The low quality of the installations have
led to unsightly messes above our heads. Years ago I pointed out
numerous bunches of wires on poles and dangling wires to a Verizon
representative. He tried to pass off the responsibility for the sloppy
installation to subcontractors. The fact that subcontractors perform this
work should not allow low quality work to prevail. Arlington County's
Department of Environmental Services, that I assume is responsible for
the contracts, should insist on a better quality service. Many of the
installations (TV cable, Telephone, and power) date from a former era.
Wires are indiscriminately strung across the street in haphazard fashion.
On one street in my neighborhood more than 100 wires are strung across
the street with one block! Wires dangle dangerously to the ground.
Huge loops of cables are left hanging on poles and sometimes in the
middle of a span. One wire from a Verizon cable dangled down to the
ground for over three years even though I pointed it out to a Verizon
repairman! The TV, telephone and power companies have allowed their
installations to wither and have not taken any initiative to upgrade them,
except in rare cases such as Columbia Pike and major thoroughfares that
that the County wishes to showcase. Undergrounding in neighborhoods
has not been aggressively addressed by our County Board. Yet, the
Board boasts of high tech applications within its own organization. It is
long overdue for the County Board to address the ailing and archaic
services that exist throughout Arlington County. I hope that the County's
auditor will see the importance of exploring this most important issue.
Seen and heard about much waste with resources provided to them
I'm concerned that illegal aliens are receiving affordable housing
benefits, which is contrary to Arlington County's policy and regulation,
which state that recipients must be legal residents of Arlington. Any
illegal aliens receiving affordable housing are effectively stealing that
benefit from bonafide Arlington residents, especially Arlington County
employees. It's simply not fair for Arlington Co. taxpayers to subsidize
illegals. Recommend documenting the status of each affordable housing
recipient and summarize the survey by removing identifiable privacy
information to prove that Arlington County is in compliance with its own
policies. Thank you for this opportunity.
Given that we have gotten very little details on how we will pay for the
ongoing and maintenance costs, which seem to be difficult to pay for
given our current budget situation.
Given the high price per student, even as compared to neighboring
counties and the significant percentage of the overall budget that it
maintains.
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County-wide Staff Response Times
to Citizen Concerns

Department of Environmental
Services

Department of Environmental
Services

Bus Parking

Arlington Courthouse Facility Cost
Affordable Housing

Affordable housing

Please get a handle on staff responsiveness to citizen concerns, reports
of problems, and requests for information. My contacts are infrequent,
but I've lived in Arlington since 1982. I now only call the County
Manager's office and have them contact individual departments, to avoid
wasting my valuable time. Otherwise, it's hit or miss as to whether or not
staff will ever respond. Even after contact from the County Manager's
office, it seems staff may not respond; why the Manager's office doesn't
track calls and follow up to verify a response defies best business
practices and a true customer service ethic. It appears the County
Manager'is misled by his staff and thinks they are highly responsive.
(When staff DO respond, they can be quite helpful and professional.)
Thank you.
I guess this includes what formerly was the Department of Public Works.
Please audit citizen contacts and response times by staff, and how
contracts are awarded, supervised, and reviewed. We have observed
unsupervised subcontractors damaging county property, have personally
experienced slow -- if any -- response times from staff, and questionable
work quality.
I guess this includes what formerly was the Department of Public Works.
Please audit citizen contacts and response times by staff, and how
contracts are awarded, supervised, and reviewed. We have observed
unsupervised subcontractors damaging county property, have personally
experienced slow -- if any -- response times from staff, and questionable
work quality.
Currently the buck project near W&amp;L is allocating a significant
portion of the multi-million dollar of land for bus parking. A study should
be made of co-locating bus parking/maintenance with Falls Church,
Alexandria, or Fairfax outside the beltway to a lesser expensive location
per square foot cost to operate. All spending on bus parking/expenses
should be strongly scrutinized due to significant decrease in ridership. All
costs per facilitate should be calculated and provided for each county
facility and cost per passenger mile for buses to know relative costs.
Arlington should conduct a study of moving county employees to a
vacant building in Crystal City. What is the annual cost per square food of
Courthouse vs. Crystal City or Skyline? Keep the DMV in Courthouse, but
move admin offices out of high rent Courthouse to lower rent areas that
back office functions typically reside.
I've recently read about cities that have cracked down on fraud in
regards to affordable housing. I think it would be worth auditing this
area to ensure proper procedures are in place to limit fraud/abuse.
There are people gaming Arlington's affordable housing system. I know
of one resident personally who qualified for affordable housing in 2017,
moved into a very new apartment building, subsequently quit her job
(and has no intention of going back despite having no physical or mental
impairments and being in her 40's), and who is choosing to subsist on
alimony checks and unreported income from her mother while she
watches television and takes yoga classes all day. She pays a fraction of
what her neighbors in the same building pay because whoever at the
county is in charge of auditing residents' eligibility hasn't yet caught on.
While a sample size of 1 is not necessarily symptomatic of a larger
problem, as a resident and tax payer it is incredibly frustrating to see my
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hard earned money subsidizing other residents' laziness and entitlement,
while they take financial resources away from much more deserving
individuals.

Affordable Housing

Vehicle decal tax not being
collected

My recommendation is that whoever is in charge of auditing eligibility for
affordable housing qualifications does so on a more frequent basis to
stop this type of abuse.
The Affordable Housing scheme is a highly controversial social benefits
system. The country tracks (by design or not) very little on recipient
demographics, to include citizenship status, state residency status,
county residency status, and years in county. I believe this allows for
significant possibility of fraudulent payments that benefit persons
outside the county.
As a daily commuter, I see a significant number of vehicles coming from
high density housing areas/buildings in Arlington do not have Arlington
windshield stickers. As a homeowner who pays my personal property
taxes, it seems that Arlington is not doing due diligence in collection of
taxes from many residents thereby placing a greater burden on the
taxpaying residents. From my informal sample of what I see, millions of
dollars are not being collected by the Treasurer. Arlington should start to
inspect residential parking garages, or place auditing vehicle with license
plate recognition technology on those high density streets to record
vehicles coming from those residences. DC is very aggressive about doing
this. Arlington should be too.
How about an audit of the process of issuing and renewing bonds? How
are the underwriteres hired and compensated?
Method of lowering costs could be reviewed- for example I understand a
good number of citizens now buy the bonds- is the program for these
sales cheaper or more expensive then the traditional sales approach? Is
there a cheaper way to sell to citizens, for example the US Treasury
conducts sales on the web? Has the County explored this option and
marketed this option adequetly?
Combined with a analysis of the maturity of the bonds and a review of
the county plan to payoff our debt? Is there any such plan and is it being
implemented?

County Bonds

Affordable Housing

Private Reservation of Public
Facilities

Thanks
I've lived in the county my entire life (I was born here). I've watched the
cost of housing skyrocket. I'm now retired. Without improvements in the
cost of housing (condos, apartments, single-family homes) I may have to
live elsewhere.
I've lived in Arlington since August 2011, and during that time I've
enjoyed having access to the many public parks/fields/courts/facilities
located in Arlington. For the entirety of that time, I've enjoyed being
able to play soccer and basketball on the various public fields/courts
(specifically Quincy Park, W& L High School, and Long Bridge Park), but
frequently run into situations where either no space or very little space is
available at these locations because of reservations. Often these
reservations are made by private companies that then charge their
users/players to join leagues. Within the past 1-2 years, this problem has
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become amplified for me, as my friends and I have become interested in
playing sand/beach volleyball. There are very few sand volleyball courts
in Arlington, and even fewer with lights (the only one I am aware of is
Westover Park). More often than not, when I attempt to show up at the
Westover or Quincy sand volleyball courts, they are in use by a private
company who charges their players to join leagues.
It strikes me as odd that private companies who then profit from their
reservation of public courts are able to so frequently reserve public
fields/courts, to the exclusion of the general public. As an Arlington
resident, I should be able to show up at a public park/court and more
often than not expect to be able to use the facility. This has not been the
case, and with sand volleyball in particular, I have been forced to reserve
court time long in advance before the leagues can occupy most nights.
It would benefit me, along with most Arlington residents, to determine
how frequently and/or in what ratio the County permits private
companies (as opposed to individual residents) to reserve public facilities
and then gain a profit from such reservation. Determining this
frequency/ratio during certain peak usage times (for instance, weekdays
5-9pm, and weekends) would be particularly enlightening. Depending on
the data derived, it could be used to issue a recommendation to the
Arlington County Board concerning the issue of private reservation of
public facilities.
Thank you.
The county could put a big dent into the school overcrowding issue if the
county/school district audited the residency of their students. I know of
quite a few examples of people w/ MD and DC tags dropping kids off at
Arlington bus stops. I also know of examples of kids living in Fairfax who
use their ex-spouses address to send their kids to Arlington schools; I
also know people who use their grandparents address to send their kids
to Arlington schools.

Residency audit for Arlington
schools
Benefits and Impacts to Arlington
Taxpayers by Affordable Housing
Money

I also have audit suggestions on the cost of our car decal program; why
do we spend twice as much as any other county in our region (as a
percentage of our budget) on subsidized housing; why does the new HB
school cost $100M when Loudoun can build a new high school for less
money and hold double the students?
We spend many millions on Affordable Housing, how many dollars
actually goes to the taxpayer? When I first moved to NOVA I could never
afford to live in Arlington. And there's a huge wage gap between social
welfare receiving folks, and working people trying to make a living.
What the County paid for the building in South Arlington.
The costs to then renovate the building for Headstart to relocate there.

Relocation Costs for Headstart
Field Maintenance

The financial implications and delays this places upon Virginia Hospital
Center and the County completing the sale of the County owned Edison
Street property.
To improve County government effectiveness, I ask for your
consideration of an internal audit of field maintenance in the
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Utility Bills

Number and grade of countyowned vehicles

Department of Parks and Recreations. Why? Benchmarks have been set
for diamond, rectangle and combination sports field maintenance as
shown in the annual budget, and the county is UNABLE to meet these
benchmarks by a considerable amount. An audit may expose that these
programs are significantly unfunded or that there is an operational
challenge (e.g., waste) why the benchmarks are unobtainable.
I am an automatic payment program for receiving statements via email
and make payments automatically via ACH. However, I still am receiving
hard copy statements via US mail and have made repeated attempts to
discontinue printing and mailing of hard copy statements. This incurs
unnecessary printing and postage costs by the county, however it is also
bad for the environment. There should be an option to opt out of
printing/mailing statements like other municipalities and utilities provide.
I have no facts to share, but have wondered about the high number and
quality of Arlington County vehicles that are owned and maintained by
the county and which seem to be given out quite liberally to county staff.
At a recent sidewalk repair job, I counted no less than 6 Arlington County
vehicles parked next to this minor project (with roughly 9 workers
present). And all of the vehicles were apparently brand new, or
spotlessly maintained. I would be interested to know if our investment
in vehicles is on par with other counties of a similar size, or if we might
create efficiencies by having employees carpool to job sites, or use their
own transportation. Thanks
Greetings! Unlike Falls Church, Arlington has a "legacy" rule left on its
books from an earlier time when it was hard to model floodplains. This
rule says any construction needs to be 15 feet away from the 100 year
floodplain. That would seem to make sense except it does not take in
account vertical elevation.
15 feet away and only 2 inches higher is obviously *less desirable* for
the community than, say, 5 feet away and 3 *feet* higher. We have been
dealing with Arlington on this issue, in part because of the renovations
planned at Benjamin Banneker Park, and while the Falls Church side is
logical and cares more about make sure a computer model is done that
shows that new construction isn't in the floodplain -- Arlington continues
to hold on to this silly rule that needs to be updated.
Even worse, we we try to "connect the dots" between the Tax
Assessment side of Arlington (regarding properties in floodplains that
could be improved) and the Department of Environmental Services, both
sides say it's the other department's issue to fix.

How Arlington Coordinates
Between

No one in Arlington seems to want to own fixing and modernizing this
rule for the modern day. Happy to discuss more if you want. Thank you.
I have jogged/walked along North Glebe Road for decades. I have
noticed in the last eight years that the county seems to repave the road
in ADVANCE of digging it up again for replacement of water mains, etc.
They are now doing it again. Supposedly, the new dig is related to storm
drainage.

Street Paving before maintenance
digs!

I can understand having to dig up a newly paved road for a water main
break, but there seems to be no sequencing of projects to minimize
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paving events - or at least - to preserve the paving that is done. This
issue is not limited to North Old Glebe Road, but it has become such a
common occurrence that a number of neighbors have joked that the
county seems fixated on digging it up!
Williamsburg Blvd seems to have been in perpetual digs for years.
Intermittently, it gets repaved, but then a new dig.
I have lived in the county at the same residence for 35 years. I recall only
noticing the frequent paving/digging/repaving/digging issue in the past
ten to twelve years.
Maybe there is a logical explanation. But maybe the
repaving/maintenance digs are initiated by different departments and
not coordinated?
Hello! I actually have 2.
1. We live near McK ES and when they added on to the school they also
did some road improvements. The school and PTA learned how
challenging it is to get what you need in terms of curb cuts, new parking
painted, street signage, etc. Too many entities seem to play a roll and
responsibilities are scattered among them so there seems to lack
coordination and one thing gets done but something else is left out.
Please work to streamline these different entities' responsibilities and
perhaps form a cross-agency team to assess and execute more
comprehensive changes rather than piecemeal and less than complete.
2. I'd like to know what the auditor's office has found thus far and is
there a real need/ justification for 2 audit functions in one local
government?
Roads

CPHD Staff Working Required Hours

County purchases of real estate
Water, sewer & trash bills

Supervision of cable companies

Thank you!
A few years ago, I had some business with the Department of Community
Planning, Housing and Development. Their office hours are supposed to
be from 8:00 am to 5:00 pm. When I'd arrive a little after 8:00 am, there
was literally almost no one in the office. This is inconvenient for the
public. By 8:30, most employees seemed to be there. This led me to
wonder whether anyone was checking to make sure employees who
were systematically late were putting in the number of hours for which
they were being paid.
The County has purchased multiple parcels of real estate in recent years,
but never seems to get a competitive price. Please audit whether there
are any problems in the County's process for purchasing real estate
which cause it to pay above-market prices.
My utility bills from the County have risen dramatically in the last few
years. Please audit DES to determine whether there is wasteful spending
or incorrect projections that are causing bills to rise.
Please audit whether the Cable Administration Office is effectively
supervising the cable companies and Verizon. My neighborhood and
others are littered with improperly-hung cables that hang down
dangerously from telephone poles.
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The process for getting a project built under the NC program, is
excessively slow.
Our neighborhood has been waiting for more than five (5) years for a
street improvement project (long ago accepted and approved by the
County Board) to be built. The project is the 5700 block of 2nd St S and
100 block of S Kensington Street.
Neighborhood Conservation
Program

Public art projects

Police department processing of
CHP applications

Permitting - Zoning

ART buses

Arlington Public Schools
Site Plan Contributions-Missing
Money

A review of the process that the County uses for this program would be
appreciated.
The County has spent large amounts of money on public art projects,
most infamously the widely-mocked fence installation at the water
treatment plant. Please audit the process by which the County
determines which projects to fund, and how much it will pay.
A recent meeting between an activist organization and the
Commonwealth's Attorney &amp; Circuit Court Clerk identified the
Arlington County Police Department as a probable source of delays in the
processing of concealed handgun permit applications. Please audit
whether the ACPD has an effective and efficient process for concealed
handgun permit applications. Delays in processing CHP applications have
negative effects on public safety: people in danger (e.g. domestic
violence victims) may have to wait too long before they receive a permit,
and if the application is pending more than 45 days, the applicant must
be given a temporary permit, meaning that someone who should be
denied might be granted a temporary permit until the application is
processed.
New small businesses frequently face a horror show of poorly
coordinated permitting processes. One person comes out and says one
thing, another person comes out and says another. Construction often
has to be redone. There is no coordination. Also, it seems that certain
developers get preferences.
How is there a huge house with 3 separate apartments being built in a
single family home zone? 616 S Wayne St, across from Penrose Park.
Who let those permits through?
Please audit the ART bus contractor in the following areas: (1) whether
the bus drivers are properly trained and qualified and the rate of safety
incidents (I have observed that ART drivers tend to drive less safely than
Metrobus drivers); (2) what causes several of the bus routes to
frequently run late or even skip scheduled runs (is it a problem with
drivers? Do the schedules need to be adjusted?); (3) whether the buses
are being properly maintained (some of the buses don't appear to be in
great shape inside or out).
Please conduct a broad-ranging audit of Arlington Public Schools, with a
special focus on the expansion of spending on administrators. There
must be some room to cut costs in such a huge budget with such high
per-student costs.
Site Plans often call for payments to various funds -- or, to complete
traffic projects, etc. In some cases, these commitments have been
overlooked. There doesn't seem to be any catalog of commitments -- or,
systematic effort to enforce them. In the case of a Shirlington Site Plan,
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some $300K was left dangling. This is like uncollected debts. Someone
should be keeping track of these things.
Capital spending seems to be significantly higher than in surrounding
jurisdictions.
Capital spending
Real Estate Taxes

Speed of permitting for businesses

The decision making process also seems incredibly flawed, where
decisions are made before a cost-benefit analysis is conducted.
An audit of the processes used to set the rate for residential use real
property. This audit topic is of interest because the county has had
surpluses and continued to increase the tax rate on real property.
Check the average time for response -land task completion by county
departments on business applications for things needing county
approval. Example: approval of signage, health and safety inspections,
review of business blueprints, etc. If it is determined that the amount of
time for certain processes to take place is very long, this could have an
adverse impact on the ability of businesses to open quickly and get a
running start, or could unduly burden them with costly delays. This could
also impact Arlington’s competitiveness vis-a-vis other localities. If there
is accountability and effective oversight of these timelines it will allow for
allocation of resources to departments with delays/or appropriate
changes in the process to lessen delays
DES is one part of the residential permit application and is the long pole
in the tent. When submitting permit applications for new single family
home construction or remodels, it takes DES too long to review the
permit applications.
DES applications should have a review time that is 4-6 weeks with
revisions due 2 weeks after 2nd submission. This is plenty of time and is
in line with other jurisdictions that are doing the same work.

DES, Storm water management,
overlot grading plans for single
family permits
Reasoning behind spending so
much money on bumping out
perfectly good residential street
corners.

Property Assesments/Taxation

Further, DES and Arlington County should do a review of what is
acceptable for nutrient credits. Every other jurisdiction inside the
beltway accepts nutrient credit letters. Arlington County does not. This
policy should be part of a larger audit to consider the time and resources
that are consumed for new and remodeled single family homes.
Arlington is spending exorbitant a mounts of money bumping out
residential street corners that have been perfectly fine for 60+ years.
This is a true waste of taxpayer money.
I remain perplexed as to how and why Arlington property assessments,
combined with subsequent rises in taxation, continue. I am aware that
rises in assessments are dependent upon rising property sales; however,
there appears to be a disconnect in rising property taxes given the
expansion of new building (apartments, condos, commercial) occurring
during the last 5+ years, which would have expanded the property base
resulting in more revenue. In light of the need to acquire some
additional services due to the expansion of building, it appears to me
that the new revenue from that expanded tax base would more than
offset the costs of additional services. Thus, I believe an audit into the
area of garnering additional County revenue —resulting from ongoing
and recent building development—merits an investigation on how and
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why it results in overall rises in property taxation, i.e., is the excess
revenue being mismanaged?
Towing of vehicles should be based on public safety, not generating
revenue for towing companies. I have observed predatory towing activity
in the county for many years, mostly in the Crystal City area since that's
where I've lived. If it is within your area of responsibility, I think your time
would be well spent to inquire with ACPD about how they
regulate/interface with towing companies operating in the county to
ensure that any towing is based on actual safety and law enforcement
priorities. For example, do tow trucks patrol where illegally parked cars
are most likely to cause a public safety hazard? Or are they patrolling
where they are able to take as many cars as possible.
Towing--ACPD

That's my idea! Thanks for putting this topic to the public!
Arlington receives significant federal funding, can you complete a review
of the funding related compliance requirements? Here are some
potential questions:
Determine how much federal funding the county receives?
What are the compliance requirements associated with such funding
(maybe a risk assessment to narrow the list)?
Are we in compliance with requirements? (should assist the external
auditor)
Is there more efficient or effective methods of compliance?

Federal Funding (i.e. grants/awards)

Public Art/Cultural Affairs

Are there any alternatives to federal funding (i.e. private/public
projects)?
Cultural affairs consistently asks for more money, but a good chunk of
their budget comes from developer contributions, and I'm curious where
they are spending their money as I've seen little impact to date, but they
constantly ask businesses and the County Board for budget increases.

