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The City of Miami Beach, Florida
Performance and Operational Audit

EXECUTIVE SUMMARY

The City of Miami Beach, Florida (the City), engaged Crowe Horwath LLP (Crowe) to conduct
an independent performance and operational audit over several key city processes to determine
the efficiency and effectiveness of the City’s:

e Key internal controls;
» Department/division processes (including uses of technology) and
* Department/division operations and structure.

We conducted our audit in accordance with gengldllisaccepted governmental auditing
standards (GAGAS) issued by the Comptroller Gene Sidpited States. Those standards

reasonable basis for our findings and conclusjg a objectives. We believe
that the evidence obtained provides a reasogab ' indirf nd conclusions based
on our audit objectives. Because of inherent! ite er with the inherent
limitations of internal control, an unavoidable ris s' [hateri isSte ents or material
non-compliance may not be detected exists, ever { ; it i iy planned and
performed in accordance with appligabless . A it is not designed 10 detect error or

fraud that is immaterial to the perfor

deumentation reviews, process

\é%j#ated the City’'s processes
iding The Committee of Sponsoring
Siontrol framework.
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PROJECT OVERVIEW

Background

A resolution of the Mayor and City Commission of the City was approved for services related to
auditing the processes of certain regulatory departments or divisions in response to an earlier
investigation. The scope includes, but is not limited to, reviewing organizational structure and
culture, internal controls, processes and operations of the: ;

Code Compliance Division;
Fire Inspection process;
Parking Enforcement Division;
Fire Prevention Division;

Planning Department (permitting p : pact fees and other
related areas); and 4
* Special Master Process.

Objectives

r verification steps to ensure current processes and
erstood and documented.

re available, and review applicability to the City.

sidfternative  process improvement approaches and create

, d on the analysis. Document recommendations and perform

review steps to éﬁ@ure there is common agreement that the recommendation

adequately addresses the deficiency.

Scope and Methodology

We conducted this audit in accordance with performance audit standards contained in Generally
Accepted Government Auditing Standards (GAGAS), issued by the Comptroller General of the
United States. 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
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our audit objectives. We believe that the evidence obtained provides a reasonable basis for our
findings and conclusions based on our audit objectives.

Because of inherent limitations of an audit, together with the inherent limitations of internal
control, an unavoidable risk exists that some material misstatements or material non-
compliance may not be detected, even though the audit is properly planned and performed in
accordance with applicable standards. An audit is not designed to detect error or fraud that is
immaterial to the performance audit objectives.

A audit procedures that were
expressing an opinion on the
ironment. However, this report
management concernlng any
significant deficiencies or material weaknesses | ;
the audit objectives that we have identified durjga;

To assess the controls at the City, we utilize'd | |, The Committee of
Sponsoring Organizations of the Treadway Con 6 i alieontrol framework.

We have also obtained an understanding of internal control that is significant within the context
of the audit objectives. For internal control that is significant within the context of the audit
objectives, we have assessed whether internal control has been properly designed and
implemented. For those internal controls we deemed significant within the context of the audit
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objectives, we performed tests of controls including testing underlying transactions, as required
by GAGAS, to evaluate the effectiveness of the design and operation of controls. This report
includes any deficiencies or other matters involving internal control as required by GAGAS.

Our audit and work product are intended for the benefit and use of the City of Miami Beach only.
The audit was not planned or conducted in contemplation of reliance by any other party or with
respect to any specific transaction and is not intended to benefit or influence any other party.
Therefore, items of possible interest to a third party may not be specifically addressed or
matters may exist that could be assessed differently by a third party.

We conducted our fieldwork from August 2012 through Ja 2013. The engagement team

=  Crowe condted intervie
obtain an unglerst:
We obtained

ng Enforcement and Fire Prevention division
Procedures
and Procedures

L 4

. Interwew ey personnel who performed daily tasks for each process

+ Performed walkthroughs of each process

+ Created a high level process flow

+ Determined whether differences exist between documented policy/procedure
and procedure described during interview/walkthrough.

+ Assessed the current processes and controls and determined any inefficiency
in the process and any control deficiencies/gaps.

+ Performed tests of effectiveness of key control(s).
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»  Held a pre-exit conference on November 29, 2012, to discuss draft findings.

e Planning Department, Public Works Permitting Process and Special Master Process

» Obtained Policies and Procedures

+ Reviewed Policies and Procedures

Documented significant controls over each process.
Interviewed key personnel who performed daily tasks for each process
Performed walkthroughs of each process
Created a high level process flow
Determined whether differences exist bety
and procedure described during interviey

* 4 & & o

%; documented policy/procedure
hrough.
and determined any inefficiency

» Held an exit conference on February*’

Risk Assessment

As part of our procedures, we condu %‘% ﬁ
performance audit. As part of this rlsl&@
gaps that existed in each process.

urrence and potential exposure
J |f|cance of each rlsk was then

Each risk identified \Q@;g‘* %“ yest
to the City to deterfj

ranked from Low to Higi}
City had a control or CO

5_5;,]36 risk, we assessed whether the control or
el of significance. If the risk was initially
ha controls in place to mitigate that risk to a
defot result in an observation in the Results in
hese items are still reported to City management in the
. If a risk had a moderate or significance and there

8ss gaps mcludmg recommendations are included by process
‘ 's in Detail section of this report.
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Information System Assessment

As part of our performance audit, we conducted an assessment of the major information
systems related to the processes in the scope of our audit. Based on our assessment, we
determined that the PermitsPlus system was a major system used in the processes covered
under our audit.

To conduct our assessment, we reviewed the Entity Level IT Controls, Access Controls, Change
Management Controls and Operations and Backups for the PginitsPlus system. We understand
that the City is currently going through a system imple gtion to replace the PermitsPlus
system. However, we felt that this assessment and oy mendations would be beneficial
to the City during the implementation process. Baseg o ocedures, we developed some
recommendations for improvement. The recomme ! ]
Observations Section of this report.
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RESULTS IN DETAIL

This section of the report provides observations and recommendations that resulted from gaps
identified in each process included in the scope of our performance audit. As discussed in the
Risk Assessment sub-section of this report, a gap is identified as a risk with moderate or high
significance that is mitigated by internal controls of the City. The observations in this section of
the report are provided by Department and then by process and include a unique numbering
system for each process to help the reader distinguish and rfé"?’* ce the observations.

Code Compliance Department

Complaint Process

CC-01 Complaint Intake

The City receives complal%f“‘ om
violations, graffiti, handbills

The City receives complaints on
based complalnt portal WebQA‘E%/y
T '

3(:‘?’ thetoj il; however there is no centralized email
gf3@?@!; ss for complai ed complaints can be taken from various
ﬂy@@yees througheitat
o |
Additié%ﬁjé%» A

Clty emp

B

‘% i
hotllr?‘%&number for taking complaints via phone. However,
pmplaints over the phone even when the hotline is not used,
bad process from customer services standpoint, but could
being forwarded to the proper channels if that person is not

result in the o'c Q}?
properly trained.’

There is no City policy that restricts staff from receiving complaints via phone and email.

Not all complaints are forwarded to clerical to be entered into the PermitsPlus system.
Complaints may lose their independence if another employee addresses the complaint
first. In other words, the compliant could be taken by an employee that is entirely
independent of the subject matter of the compliant.
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Recommendation:

Complaints should be received through regulated centralized channels in order to better
address each complaint. The City should enforce a policy that requires employees, who
receive phone call and email complaints, to direct the complainant to the centralized
hotline or to WebQA.

Management’s Response:

regulated centralized channels

Management agrees that receiving Code complaint,

complainant to the centralized hotliy
customer service levels. The Ciii

Rather than require comp/ ‘ ;é% o
attended, a viable alternative *;%ﬁy edionhave the @
from the const/tuem‘ and in tuf \

continue to ‘/5%‘
compat/b/e with A

' g{aotlces dlctm‘

mts should be received by an independent individual,
ly docume ,, ’

ked in a system assigned for follow-up and

allits itoPermitsPlus is a manual and labor intensive process regardiess
of the method AW h the complaint was received. Specifically, complaints can't
automatically be upidaded into the PermitsPlus system; City Clerks have to manually
enter a complaint in the system.

Furthermore, there is no reconciliation process in place to verify all complaints are
entered into PermitsPlus. Specifically, the City does not tie the physical complaint
forms, the WebQA system or the emails back to the complaints entered into PermitsPlus

Not having a reconciliation process over this manual process increases the likelihood
that complaints received may not be entered into the PermitsPlus system and thus not
properly tracked and resolved.
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Recommendation;

The City should consider implementing a system that would allow complaints to be
automatically uploaded from WebQA. Additionally, the City should implement a
reconciliation process to reconcile the complaints entered into PermitsPlus back to the
physical forms, hotline logs and emails.

Management’s Response;

for follow-up and appropr/ate/y resolved.
with a system database similar to corgy
for service, however, there are signifi

files which /nc/ude photos, e
uploaded and attached to th
Accela.

M & '*?iéle documented policies or procedures for
'ob classifléﬁhon We understand that City ordinances
epartment’s responsibilities. However, the ordinances
s by position for the day to day operations of the
vith the Code Compliance department, code officers
| for noise, sanitation, zoning violations, graffiti, handbills on
erty maintenance daily, issue violations and complete

cars, ped
paperwork.

Based on our inteyjews, the code department supervisors do not have a standard
documented process for reviewing work completed by the officers. Each supervisor has
the discretion to determine when and how they monitor their officers and their
productivity.

The absence of a formal documented standard that measures each officer's productivity
makes it difficult for the supervisors to ensure that inspections are done effectively, the
zones have been completely covered, there is no lag in follow-up on compliance, and
that all cases are closed in a timely manner.
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Not having a standard documented process in place for supervisors to conduct periodic
reviews increases the likelihood that violations could go unnoticed and that officer
coverage is not adequate for a specific zone of the City.

Recommendation:

The city should implement a policy that requires Code Compliance Supervisors to
perform periodic, but at a minimum monthly, productivity reviews. The supervisors
should review the Officer Daily logs to verify the officers spent the required time
patrolling for sanitation, the time spent in each location,of each zone, the complaints that

Management agrees that Code Complian
in place for periodic reviews @f.subordinate

! monitored for time spent on calls and
% d evidenced by Code officers that have
f%" r's reviews/random audits.

"‘ot/ces are mandated by policy, management belleves
et/on within a broader sense of parameters for supervisors to

development Ofg ément styles and individual growth; however, a Standard
Operating Procedurgishould serve to provide some guidelines for subordinate workload
assessments. Documentation is on file and available for review.

10
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Code Inspection and Code Compliance Processes (The following observations apply to both
the complaint and inspection processes)

CD - 01 Non-Compliance Identification

Code officers should examine for issues of non-compliance with the code regulations on
noise, sanitation, zoning violations, graffiti, handbills on cars, peddling, and property
maintenance during an inspection in addition to the original compliance issue.

During our walkthrough with a code compliance offi er, we observed that during an
inspection the code officer reviewed the entire gfga#for potential violations when
addressing a complaint Speoifically, we noted t &Pofficer examined the property for

‘ ht, However there is no tool, such

and sign to document that all

tion, it is possible thalithere may be areas of

%’*%T lnspecflo

to |dent|f§*«’§§
wquide,

Without a reference guide and docun;l_
non-compliance that are unnoticed durf

The city shé
potential code i)

Liigeollly s, graffiti, handbills on cars, peddling, and
s form sHow) g als@#require the officer to initial that such issue
ent or busig gs is in compliance.

lists (for the mgfe. c
made available f“

CD —-02 Supporting Documentation

When addressing a complaint or completing an inspection, the officer should document
the details of the case including:

e The zone,

» what complaint is being addressed or issue being inspected,

e the contact information of the violator in question,

11
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e supporting evidence identifying there is an issue of non-compliance and the
violation information or that there is no valid ground for the complaint.

This information should be documented at the inspection site for each case in the
PermitsPlus system. The PermitsPlus system does not allow for officers to upload
pictures onsite; therefore, the officer is required to go back to the office to upload
pictures into the PermitsPlus system. The officers are assigned laptops and air cards for
internet while they are in the field.

[on site increases the likelihood
1 Without supporting evidence
iolator decided to appeal. This

Not having the ability to upload pictures from the inspe,
that case files in PermitsPlus may remain incompjét
documented, there may be inadequate support jfgthe
may expose the City to an increased amount oL

Recommendation:

Crowe recommends that the City implg S wol within the new case
management system that they are seek res to be attached
to a case onsite. The new system should iles remotely

Management agrees that the G / SF é;jij@@ impleme
new case management system ¢ ce/a)"*“*?f i,

b Tty

Which the officer may issue a courtesy notice.
n compliance instances can result in a courtesy notice

inspection.

As a result, courtesy notices may be given instead of a violation. If the code officers are
not consistently assigning violations, this may result in a loss of revenue for the City.
Without a clear definition of what constitutes a fine and when a courtesy notice can be
issued the code officers use their judgment to decide which could result in inconsistent
treatment.

12
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Recommendation:
The city should develop a policy for noncompliance that strictly defines when a courtesy

notice can be given. The city should require the officers to document the reason and
rationale when they issue courtesy notices and the supervisors to review them daily.

Management’s Response:

general guidelines for when
ervisory review of the rationales
W have controlling language with

'sued by a Code Compllance
-,

would be ideal. Some of our City ord/nanc%, /
respect to when a courtesy notice or oral wa( 7ﬁ7§ can
Officer versus a Notice of Violation. M. 1%
monitoring relating to the proper %3%«
providing strong examples of when writtghy,
this discretion must be reported to superviseyg
of determining whether a &

judgment must be left to the'@od

AR, h
> gilearned thﬁs‘%t g%g ??nitsPlus system does not allow for the XC
e automaticallyflinked 4634 _e corresponeing CE. The officer or clerk that is submitting
rmation has, write%dén

jon is held Befy

iing to the screen ‘with the CE that they created and
mber.

(XC) may be omitted or incorrectly attached to the wrong
process of linking the complaints to the cases. Supporting

case due to g cég an
documentation m‘ :

The PermitsPlus system does not have the ability to create a case file from the
complaint file therefore automatically linking the two.

Recommendation:
Crowe recommends that the City implement a procedure or automated control within the
new case management system that they are seeking to utilize that allows the case files

to be created from the complaint files. The new system should have the capability to
automatically link the two.

13




The City of Miami Beach, Florida
Performance and Operational Audit

The City should also implement a procedure to review and document a daily
reconciliation of the XC and the corresponding CE to confirm the information has been
inputted accurately.

Management’s Response:

Management agrees with the recommendation that the City should develop a procedure
or automated control within the new case management system (Accela) that allows the
case files to be created from the complaint files and hdpe the capability to automatically
LdlisAecela. Additionally, the ability to
aud/t” the //nked f//es to determme accurate re and uploading of information will

CD - 05 Complaint follow-up

When a violation is issued the vrolato Shallowed ompliance. The
amount of time the V|olator has to achle% Bol e is triggered n the violator

ean Redibyithe type of violatio hen the time
the violator notifies the City, the
Code Compliance Officer WiII retyr! opikliance to ensure compliance was
met.

Per the Code
However, dyfi;
noted there w# %
we revrewed hadk

. e

f1e: reviews. Furthermore an inspection report
seh for almost a year. There is no written policy
iifeyiew, address and reconcile open cases to

gode supervisors have no set procedures for the frequency and
L;g omply by dates to ensure all cases have been revisited for

{orc e eficiency in control design, there are no requirements to perform
a reconciliation of compliance cases.

Recommendation:

The city should develop a procedure that requires code officers to collect and review
comply-by dates weekly and a policy that mandates a secondary review by supervisors.

14
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Management’s Response:

Management agrees with the recommendation that the City should develop a procedure
that requires Code Officers to collect and review comply-by dates weekly and a policy
that mandates a secondary review by supervisors. The new case management system,
Accela, will automate the process for re-inspections for compliance for each officer daily
by zone. These re-inspections are triggered by the time for compliance entry of the
original case file—much like an automated electronic tickler. :

Code Violation Process

CV -01 Noise Violations

of the more important violation
noise violations

The determirfal violationgh
judgment on Wi der

) |smg th ﬁéjj@ance to more objectively determine when a
s pe0|f|cal §f’ the City should consider revising their noise

g GlL threshold that when exceeded would trigger a
viola ‘b;ig, These mea$ 3N ;@@uld be completed through the use of a mobile noise
testing @i/fl e.

Management is open to looking at other more objective criteria to determine when a
noise violation has occurred. The Noise ordinance, as adopted, has been upheld as
constitutional in the 11" Judicial Circuit sitting in an appellate capacity. Other methods
(such as noise/decibel meters) have proven to be difficult or impossible to sustain in
other jurisdictions. Code Compliance Officers are required to exercise their judgment in
evaluating the validity of a noise violation.

15
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Fire Prevention Department

Fire Permitting Process

FP — 01 Construction Permits

The City has limited procedures to ensure that the proper permits are obtained for all
construction projects taking place within the City. Specifically, there are no formal
procedures for identifying construction occurring within the City and verifying that proper
permits have been obtained. y

Construction permits are required to be obtaine f&‘ﬁ iall construction taking place within
the City. Permits must be obtained before coﬁﬁ, l4begins. The process is initiated
by the customer submitting his or her cg Q{;t cti angh

It épartment an

Recommendation:

The City shoul
construction pg
a City-wide {0
report potenti’ avi
permlt)

G
plausible recommendation. We currently have Web Q &A

it” where City employees and others can report suspected
urrently, the Fire Prevention Division as well as the Building

atldisyDivision and Code Enforcement Division already cite business
owners and rewd r work taking place without a permit. This process is complaint
driven generated by residents, business competitors, guests, tourists, and employees.
In addition, when the fire inspectors conduct their annual fire inspections, they do cite
violators when they notice work taking place without a permit.

Currently, there is an informal procedure where each inspection discipline advises the
other if there is unpermitted work noticed during a scheduled inspection, for example,
when the fire inspector does the inspection and he/she notices that something could be
a code violation, it is reported to the proper discipline. This may or may not be a code

16
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violation after the certified inspector checks it out, Management will review the current
informal process and work toward implementing a formal procedure for reporting
unpermitted activities.

FP - 02 Workflow Requirements

Workflows created in PermitsPlus should reflect all divisions/departments that are
required to review project plans. The Workflows are created by building Department
clerks. The specific workflow depends on the type ofibroject. These plans should be
reviewed by someone other than the person who ims the original review.

uired to review plan(s). A list

Workflows establish the departments/divisiongs i
' partments/divisions that are

maintained by Building Department clerks g

b me projects do not
require plan review by the Building Depati! ) , workflow omissions

Therefore, workflows may ¢ yisions that are reqired to approve
plan(s) and plan reviewers m~ o not meet established guidelines.

to ensure the
practices do

t to ensure that plans are routed to the
. We recommend that the City also require
eone other than the person who performs the original

K
Managemeﬁ)i; %@espo :

*«a
Management fee%* S:1S a plausible recommendation. Currently, the PermitPlus system

has workflows automated to include reviews by the appropriate departments/ divisions
based on the type of permit application submitted. All the appropriate departments/
divisions must review the plans before the workflow is completed. The workflow in
Accela Automation will be the same type of workflow that we currently have now in
PerrmitPlus.

In order to implement this recommendation as stated, we would have to hire three
additional fire plans examiners to provide sufficient personnel to allow a secondary

17
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review by someone other than the initial reviewer. This process may create a delay in
turnaround time.

Fire Inspection Process

Fl —01 Inspection Assignments

Inspector assignments should ensure regular rotation of inspectors and inspection
teams. Currently, the firefighters sign up in the Tele system for overtime and the
Fire Marshal makes assignments. If no firefighters , the Fire Marshal has to draft
firefighters to perform inspections or cancel the ingfgegtion for the night.

Ry

B0y catedly perform night inspections
'f:e City. In a"’%tlon system overrides may result in inspector
1ie ;erty de%‘ mlned by the system. Such changes may be

v@woluntary basis. The City's scheduling system
'nspeotors based on their overtime hours for a trailing

g

Recommendalw
We recommend that the City consider revising its current procedures to increase its
population of inspectors (i.e. increase the total pool of inspectors that qualify for
inspections). In addition, changes to inspection assignments should be documented and
approved by someone other than the person initiating the change.

Management’s Response:

Management agrees with the recommendation to increase its population of inspectors.
Currently, the firefighters who are certified as inspectors sign up for the lead inspector

18
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slot, Any firefighter can sign up for the second inspector slot even if not certified as an
inspector. The Fire Administration is proposing a different method of performing the
inspections that will increase the number of firefighters participating in the program.

The Captain of Fire Prevention Division and the Chiefs are the only people authorized in
the Telestaff software to make assignments for night inspections and can modify the
assignments after a cancellation. Although the Captain may cancel an assignment he
cannot delete or remove an assignment and all changes will be recorded in Telestaff in
an audit trail, Other staff in Fire Prevention car ot make any changes to the
assignments as indicated above. :

individuals who

Documentation of the results of in the

e Inspectors do not sign @ | dacti i dicating that they performed the
inspections.‘ )

i lndlca‘iéf who performed inspections and who reviewed
dition, having one inspection team member perform inspections
regularities that could be avoided by having both members of
inspections. Current procedures do not require sign-offs by

presents ooe |
the |nspect|0|li-
inspectors and rey]

Recommendation:

We recommend that the City enforce the requirement that inspectors perform
inspections in teams. This should be documented by requiring that each inspector sign
off on the inspection form next to each location inspected. We further recommend that
the Fire Marshal document review of completed inspection forms and inspection
summary results,

19
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Management’s Response:

Management agrees with the recommendation that inspectors perform inspections in
teams and that the Fire Marshal document review of completed inspection forms and
inspection summary results. The inspection form has been changed by adding a
signature section at the end that includes the firefighters signature and the fire marshal’s
review signature. The firefighters will sign at the end of the form instead of each line for
efficiency and certification statement. The Fire Marshgl will also sign off the summary
report review. ‘

A v

od incorret

16, City 1 ‘ment controls to ensure that all venues are included
wg/hlch Vehues are selected for inspection and that venue
sompleteness and accuracy.

Management agrees with the recommendation that all venues should be included in the
population from which the venues are selected for inspection and that venue information
is verified for completeness and accuracy.

20
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Fl - 04 Inspection Schedule

Inspections should be performed in a systematic and logical order that contemplates the
nature and level of risk involved.

Inspection shifts begin at 10 p.m. and end at 6 a.m. During those shifts, inspections are
not performed in any particular order. On the night of our observation, we noted that
venues were inspected at times when violations were not most likely to occur. For
example, some restaurants were inspected past 2 a.m., which was several hours later
than their advertised closing times,

en violations are more likely to
to occur late at night or early in

Venues may not be inspected at their peak ti
occur. For example, nightclub violations are m

Recommendation;

We recommend that the City,
venues. The revised approg
how they relate to when v:ol
adjusted accordingly.

P the City should establish a

"a%generated by a random number selection
e group in alphabetic order of Street, The
between 10pm to 11pm since the nightclubs

@4[ on the inspector to identify those locations to visit

ight inspectors can select the restaurants from the group to
1pm and then concentrate on the nightclubs after 11pm or

21
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Parking Enforcement Department

Parking Ticketing and Tow Process

PT — 01 Complaints Dispatching

All parking complaints are received and fielded by the dispatcher. The dispatcher should
send an officer to address the issues promptly.

’d on their shift and zone. The
Ve at the beginning of the shift in
ite. Officers might not get to site

Parking Officers are dispatched to complaint issues
dispatcher uses the zone assignment sheet they g
order to determine which officer to send to the i
in time and violator may be gone.

If officers are attending to another com ‘ , side of the zone may not
get to the complaint site immedia ing i action and resident
dissatisfaction, ~

only in some instances will

Recommendation:

dalnph

The City shoul
%$ !é}i 3

closest proxin;

"»ged to compla/nt issues based on their availability and
te ‘nt S/te“ tle, dispatcher shall send the first available officer in the
43 ({X/m/ty to ﬁoomp/ l‘ﬁ? side in quest/on and an officer shall be at the

-” within 3 ]

and acknow/e /
compliance.

PT — 02 Identifying Parking Permits

The enforcement officers are to verify vehicles have the proper parking tags for the area
they are parked.

22
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When an officers reports to a complaint site, he/she to visually survey areas of interest in
order to identify people who have parked in permitted areas without the proper parking
permits.

Vehicles without proper parking permits may not be identified and appropriate action not
taken as a result.

The enforcement officers address complaints individually, even in instances of surveying
communities for proper parking permits.

Recommendation:

larger areas shall be canvassed by mul
shall be assigned cont/nge

\ ;~2§ers to document the vehicle information during an
There are no pictures taken to verify and reconcile in order
is accurate. The officers take pictures of the vehicles

to ensur~ e
committing

Vehicle and violatig .jmormatlon may not be entered correctly, Violators may refuse to
pay citations with m%&orrect information or appeal claiming the violation doesn’t belong to
them. Officers may not have supporting evidence for a citation in case a violator decides
to appeal resulting in loss of revenue.

There is no policy that requires officers to gather supporting information for the citations
given.
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Recommendation:

The City should implement a policy that requires supporting documentation taken for all
instances of noncompliance.

Management’s Response:

Management agrees with the recommendation. We have created procedures where
officers are to accurately document all information pertaining to the citation or
enforcement action, supporting documentation and olation information should be
recorded for a// areas of noncompliance and officergsgrePto take photographs with their

%he receipt and fine amount paid

that re res employees, who are the tag custodians, to
t and signature of both the custodian and recipient in

provide receipt of fine* payment, receipt verification shall be documented on tag logs, tag
logs shall document the receipt, fine amount, and signature of both the custodian and
recipient. The attached written directive (see SOP No. 2013-016) which includes these
procedures has been issued and acknowlédged by those employees responsible for its
implementation and compliance.
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PT - 05 Officer Productivity

Parking Supervisors should monitor the productivity of the officers and address issues of
low performance.

Enforcement is not allowed to set a quota for officers to target their enforcement by. The
Parking supervisors measure productivity by the amount of citations given in comparison
to other officers who work the same shift and zone. However, since supervisors cannot
say there is a certain amount of citations that should be written, the supervisors cannot
effectively address issues of low performance.

for their productivity which may
g, addressed.

Consequently, officers are not being held accou
result in an increase of non-compliance issues M‘I,‘

The supervisors do not have an effectiv % K liig productivity and therefore
cannot enforce what is believed to be lowiprs

Recommendation:

The city should implement a ¢
all the responsibilities of thé;
the field by monitoring the offiger stgaily )
can be determined by reviewigithee lgevery vehicle and the amount of
citations given can be retrieved fol6] tivities can be reconciled with
amount of time g@ | '

e alliyty

:%Qoedure that
9 offlcers

e i

Jpervisors can review e time spent in

1 el lation. We have created procedures where
{05 ff/cer *Péd” Iotivityasiby monitoring and addressing officer time
rwsoi@%{gaﬂ moni Oﬂvfifjaﬁre spent in the field by officers by monitoring
yty re @g %A VL/GPS reports; and Autocite Productivity Log. Officer
shall be recoggiled withigthe amount of time spent in each location based upon
ygg;ghe officer werformiflg as described in the daily activity report and CAD

I -attached sz,‘n directive (see see SOP No. 2013-017) which includes these

7: Jed and acknow/edged by those employees responsible for its
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Parking Valet Process

PV - 01 Clearing Pending Appeals

Valet Operators have a 10-day period in which they may refute a fine and take action in
court, When a court case is opened, it is to be approved by the City Clerk. The city clerk
verifies the accuracy and validity of actions and forwards document to Special Master.
For a valet operator to apply for meter rentals or reserve an area for ramping, they
cannot have any cases in outstanding status

may be falsely refused services. The adtgg\:'
of the city clerk’s website when an operaft

The city should implement a ?. |
update the status of the cases.

Management dgjee.
status/synopsts forie s rewewed on a monthly basis after each
ggr SpeCIa/ Master Agenda. In addition, the

alendar in the Accela Program for tracking
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Planning Department

Planning Concurrency and Impact Fees

PCl - 01 Fee Calculations

The City utilizes Microsoft Excel (Excel) spreadsheets to calculate concurrency and
impact fees. Due to the inherent risks of using Excel, fee calculations may be inaccurate
due to various reasons;, accidental misstatement of,numbers, incorrect information
supplied, or incorrect calculation formulas.

too low.
In addition, there is no documented s
calculations,

Recommendation;

The City should implement a prg
formulas and inputted values to ¥

He cashier, by the payee, to handle payment. MCRs are being
ithout any form of review for accuracy.

completed,
filled out and

Cash receipts shodldfbe completed in a timely manner with accuracy. In addition, Fees
should only be signed off in PermitsPlus when proper proof of payment is received and
approved.,

Also, there is a risk that the MCRs may be manipulated prior to being processed by the
cashier. Currently, there is no second-level review of the accuracy of MCRs. Further,
there is no check to determine that an MCR is not manipulated by payee prior to being
processed by the cashier.
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Counter Planner may sign off in PermitsPlus without receiving proof of payment from
customer. If the Counter Planner were to mistakenly sign off on a payment that was not
properly approved and receiving, revenues could be misstated. There is no formal
system or control to ensure that proof of payment is verified prior to dismissal of fee in
PermitsPlus.

Recommendation:

A second-level of review of completed MCRs will |
Further, review by the cashier for accuracy, or an ingf
process, could reduce the risk of payee manlpula'

gduce the risk of inaccuracies.
“8e of automation in the cashier
he MCR. A check system could
payments accounted for at the
itsPlus.

Management’s Response:

&
Management agrees with the recomg‘ }
MCR's will no longer be used, Planning wi oI concurrency, as
part of the Building Permit P L
generating invoices thro
Automation. This will mitigat

“for cases not involving Accela
the use of MCRs. We will sign off

s ng forth the policies and procedures for
Blésp,an@brocedures currently being followed are

awithin the Miami Beach Code, a Commission
Because policies being followed are from three
de3|gned for concurrency fees, certain policies and
in appropriate manner.

ined in th %ﬁf‘% ]
and the coFén‘

&

should be reviewe iv combined into a comprehensive document.

Management’s Response:
Management agrees with the recommendation. While it is not possible to replace the
City Code and the Comprehensive Plan with an all-inclusive legal document, a policy

manual could be created that combines the information in these documents for ease of
use.
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Permitting
PP — 01 Permit File Review

We selected 60 permit files to determine if the application file contained the supporting
documentation required by the application for the specific permit requested and that fees
assessed were accurate. During our review, we identified the following:

e Four permit applications were not signed by the reviewer;
» Two permit files were missing the application; 4
e

supporting documentation within
accuracy of the fee that was
assessed, )
Five permits were missing suppo
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discussion with the Q@’ ;
e One permit did no

fphcatlon Wa
Of staff reyie

Management agre with the recommendation. With the new Accela system, these
Administrative Design Review approvals and Land Use Board applications will be
included in the automated permitting process and should standardize record keeping
and application accuracy.
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Planning and Public Works Permitting

The following recommendations relate to both the Planning and Public Works Department
Permitting Process.

PWP — 01 Construction Permits

Chapter 14 of the City Code requires that permits be obtained by individuals or entities
desiring to conduct a construction project in the City’'s. During our procedures, we noted
that the City does not have a process to determine if gonstruction projects in progress
obtained the required permits prior to beginning weallke®One construction project was
identified as having been started, but un-permitte ¢ shadowing a code enforcement
] 10 be a component of the written

Recommendation:

& that permits afghobtained for all
i City should considér implementing
a City-wide policy and proc , personnel the proper protocol to
report potential violations (e. onst wihat do not have a clearly visible
permit). In addltlon the Clty sh 18 ilizi ! 'nt inspectors that are already
aSS|gned to perf A ghib Jito, look fefipotential violations. In other

The City should implement pg
construction projects within i!;f

configurationd;
completion of eag
noted that the sys;
without all of the neoessary sign-offs. We did not ldentlfy an instance where the control
was bypassed; however, there is not a process in place to help ensure that the
procedure is executed as designed.
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Recommendation:

We recommend that the City establish a policy that necessitates that all workflows
require approval by the Building Department to ensure that plans are routed to the
appropriate departments/divisions for review. We recommend that the City also require
that all plans be reviewed by someone other than the person who performs the original
review.

Management’'s Response:

Public Work Department

Public Works Permitting

PW - 01 Public Wor

’ e
pporting documentation that confirmed the

UES.C fifaguire a reviglt of staff permit approvals and applicant files

h‘gj‘@%han g‘g itial plan reviewer. In the absence of a review or other
mechanism,“%{%@mits ) %?be issued without the required payments being
receiv y the City, ‘g:@ropriat’%ﬁ documentation supporting the granting of a proper
permit ., not be obfained or retained, or permits issued erroneously may be

We recommend that the City conduct a review of cash receipt information to determine if
payment was received for applications 120722, 120720, and 120716 prior to issuance of
the permit. We further recommend that the City incorporate a periodic monitoring
process to determine if adequate supporting documentation, including payment support,
was received prior to issuing permits as required by City procedures,
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Special Master

Management’s Response:

Management agrees with the recommendation. It was noted that three permit
applications did not have supporting documentation that confirmed payment was
received prior to permit issuance. The documentation for two of the applications were
subsequently located and the other one was for a special event permit for which there is
no fee charged. We will also implement a quality control plan to review a sample of
permit applications on a routine basis to verify that proper procedures were followed
when reviewing applications and issuing permits. .

SM — 01 Lien Process

which we reviewed a serles of 20-day no'; '
and lntent to Impose L/en / Rl edures for Fé

the recommendation. The following procedures have been
gl aging of the outstanding notices and orders and to follow-up
dihflled or unresolved at the conclusion of the 20" day following

1. The Special Master Office will supplement the paper tickler system currently in use,
with an electronic tickler, which reminds the Special Master Clerks of the Twenty Day
Notice deadline.

2. The paper and electronic ticklers will be entered by different individuals to ensure
accuracy.
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3. Due to staffing shortages in the Special Master Office, the Office of the City Clerk will
lend personnel to assist with coverage, to allow the Special Master Clerks
uninterrupted time to complete this task.

4. Upon implementation of the Accela Automation project, the tracking of the Twenty
Day Notice deadline will occur automatically through Accela

Please note that the Special Master Office follows the F/or/da Rules of Civil Procedure,
Rule 1.090 when computing time. Said rule reads, in pgl

v an order, the day of the
act, event, or default from which the deglahdtegiperiod begins to run shall

shall run until the end of the
or legal holiday.

Not following t l,ﬁ“ on of e ,%ru/e y
19560ty G /nconve ient (d

llo) éo updating PermitsPlus, which uploads data

gkoutcome of various hearings presided over by
; rocedures we reviewed the hearings that occurred on
2 ' he agenda notes from those hearlngs as malntalned

nclusions reached as a result of the hearmgs due to various
inserted into PermitsPlus. In these instances, the attorneys
L W e orders so updates were not made by the clerks. As a result,
internal City staffy Utilize PermitsPlus for management purposes and citizens of
Miami Beach relyln-uon the data on the Special Master's website may be either misled
or utilizing incomplete information.

data points ¢
were tasked wil

Recommendation:

We recommend the special master clerks document case information in PermitsPlus for
each case, including those for which the clerks are not responsible for drafting the legal
orders.
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Management’s Response:

Management agrees with the recommendation. The following procedures have been
implemented to ensure that Special Master Clerks fully Document case Information on
PermitsPlus for each case, including those for which the Clerks are not responsible for
drafting the orders:

1. The Special Master Clerk will enter full detail of ¢
by the Special Master within 24 hours of an occ

s, rulings or findings rendered
:

2. When an order is to be drafted by the Spg%%
than by the Special Master Clerk, thef& |
Accela upon its implementation) diSald notation sha ude the name of the
individual who Is drafting the ora
Upon return of such orders to the ial Master, Clerk, the em will be updated
with the additional information. \ h

e, the violator is directed to
'(e.g. Fire, Parking, Code

pay the fee i
locations before reaching

Compliance, , 6B
the appropriéﬁ

5
A

nplemeht’a procedure that requires customers to pay fees at a
terim, we recommend that the City complete and document
receipts to the cash deposits to reduce the risk of theft.

central [6¢
reconciliati

Management agrees with the recommendation. The City shall implement a procedure
that requires customers to pay all fees, including appeal fees at a ceniral cashier
location.
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SM - 04 Hearing Process

We selected 13 case files for testing to determine if the file documentation was
complete. We identified one file that was missing a copy of the appeal request. The
City's staff could not identify why the documentation was missing.

Recommendation:

We recommend that the City continue to search for the initial appeal request. We also
recommend that City implement a process of quality coptrol over case files. This system
could include a checklist of all required documents fofi gﬁéase file that is completed and
attached to the front of each file and/or a supervjgdlireview of each case file to ensure

n,.appeal file are includ perein. Periodically,

files will be selected at random by théd / Cle o ensure Calipliance with this
requirement. . Wt
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OTHER OBSERVATIONS

This section contains other observations that were noted during our procedures that we believe
merit the attention of City management.

Code Compliance Inspections and Violations

addresses for individuals are
d result in inspectors having

During our procedures, we noted that there is a risk that nofg
updated in the City's Code Compliance database. Thig
incorrect information :

Management’s Response:

Based on our assessment of the Mitslus developed several observations.
These observations are detailed belo L

e Segregation
application,

Wino ha ggmlnistrator access rights, also
ifonment (@émposer) and the production
nation of access gives these users the ability
lent process and promote or make changes
Mient. in addition, we noted that management
the production environment to detect

) /

has noz‘e s observation. Segregation of Duties will be incorporated into-

2k, securitygaf the replacement software for Permits Plus which is in the
secome operational in the spring.

+ Access to Development — During our review we noted five users with access to the
development environment where this access is not required for the performance of job
responsibilities.

Management’s Response:
Management has noted this observation. Access to Development will be restricted to IT

staff which will be incorporated into role based security with the replacement software for
Permits Plus which is in the testing phase and shall become operational in the spring.
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User Administration — Defining user access on PermitsPlus application is an important
process in maintaining the integrity of the application as it provides management the
opportunity to enforce appropriate segregation of duties and restrict access to sensitive
functions to authorized personnel. Management's current procedures for granting users
access to financially significant applications are informal (email) and do not provide a
means to record and maintain the level of access granted to the user or document
management's approval of the access granted for the duration of a user's employment.

Management’s Response:

?n the development stage of an

Management has noted this observation. Currently,
Tl to network and city applications.

User Administration Application in order to granz‘ 16

spring.

Application PagsWor
organization’ §Qai «]jg;f i @
frequency ofigk

During ur review, we noted that the

hinctionality to enforce strong passwords.
W

hse:

Management’s g’%@ﬁp

Management has noted this observation. The replacement software for Permits Plus will
have audit capabilities and logs.
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STANDARD OPERATING PROCEDURE SOP NO. 2013-013

PARKING ENFORCEMENT

PARKING ENFORCEMENT COMPLAINT DISPATCHING PROCEDURES

PURPOSE: To establish Parking Enforcement procedures and guidelines for dispatching
complaints.

POLICY: It is the policy of the Department to receive, investigate, process, and take
appropriate corrective and/or enforcement actions with regard to parking
enforcement complaints. Complaints related to Code Enforcement are
processed by Parking Dispatch; however, investigations and enforcement
actions are the responsibility of the Code Enforcement Division.

PROCEDURES:
I COMPLAINTS DISPATCHING

a. All parking complaints are received and fielded by the dispatcher.

b. The dispatcher shall send an officer to address issues promptly.

C. Parking officer shall be dispatched to complaint issues based on their
availability and proximity to the complaint site. . )

d. The dispatcher shall send the first available officer in the closest
proximity to the complaint side in question.

e. An officer shall be at the complaint site within 30 minutes of the
receipt of the complaint.

f. Larger areas shall be canvassed by multiple officers made up of

teams. These teams shall be assigned contingent upon availability
and proximity to the complaint site.

. Prepared by:

Saul Frances, Parking Director

Reviewed by:

Patricia D. Walker, Chief Financial Officer
SF\MS\GS

FAPING\SALLASAUL\ParkingEnforcementPolicies\SOP
Policies\SOP2013-013\ParkingEnforcementComplaintDispatchingP TO1PT02.doc

Effective Date: 3/10/13 SOP #2013-013
Revised Date: 3/10/13 Page 1 of 1




STANDARD OPERATING PROCEDURE SOP NO. 2013-015

PARKING ENFORCEMENT

PARKING ENFORCEMENT - CITATION SUPPORTING DOCUMENTATION

PURPOSE: To establish Parking Enforcement procedures and guidelines for supporting

documentation for citations.

POLICY: It is the policy of the Department to provide supporting documentation for
citations and/or other enforcement action taken in the case of administrative
appeals and/or court proceeding.

PROCEDURES:

I CITATION SUPPORTING DOCUMENTATION

a. Officers are to accurately document all information pertaining to the citation
or enforcement action. Supporting documentation and violation information
should be recorded for all areas of noncompliance.

b. Officers shall document the reason for their rejection of an LPR (License
Plate Recognition) alert. Supervisors shall review all misread license plates
and produce a report to reconcile with the County’s Parking Violation Bureau
reports. '

b. Officers are to take photographs with their Autocite and city issued camera
for all areas of noncompliance.

C. Officers shall gather any other documentation to support their enforcement

action.

Prepared by:

Saul Frances, Parking Director

Reviewed by:

Patricia D. Walker, Chief Financial Officer

SF\MS\GS

FAPING\SALL\SAUL\ParkingEnforcementPolicies\SOP
Policies\SOP2013-015\ParkingEnforcementCitationSupportingDocumentationPY04PT05.doc

Effective Date: 3/10/13 SOP #2013-015
Revised Date: 3/10/13 ) Page 1 of 1




STANDARD OPERATING PROCEDURE SOP NO. 2013-016

PARKING ENFORCEMENT

PARKING ENFORCEMENT ~ CONFISCATED LICENSE PLATES (TAGS)

PURPOSE: To establish Parking Enforcement procedures and guidelines for confiscating
license plates.

POLICY: It is the policy of the Department to aggressively pursue parking citation
collection efforts.

PROCEDURES:
R CONFISCATED LICENSE PLATES (TAGS)
a. Officers shall not release tags to violators who have not paid the appropriate
fine.
b. Confiscated tags shall be maintained in the main office until such time that

violators provide receipt of fine payment. Receipt verification shall be
documented on tag logs.

C. Tag logs shall document the receipt, fine amount, and sighature of both the
custodian and recipient.

Prepared by:

Saul Frances, Parking Director

Reviewed by:

Patricia D. Walker, Chief Financial Officer

SFAMS\GS
FAPING\SALL\SAUL\ParkingEnforcementPolicies\SOP
Policies\SOP2013-016\ParkingEnforcementConfiscatedTagsPT06.doc

Effective Date: 3/10/13 SOP #2013-016
Revised Date: 3/10/13 Page 1 of 1




STANDARD OPERATING PROCEDURE SOP NO. 2013-017

PARKING ENFORCEMENT

PARKING ENFORCEMENT - OFFICER PRODUCTIVITY

PURPOSE: To establish Parking Enforcement procedures and guidelines for officer
productivity.

POLICY: [t is the policy of the Department to promote employee productivity.
PROCEDURES:
R OFFICER PRODUCTIVITY

a. Supervisors shall monitor officer productivity and address issues of low
productivity.

b. There are no quotas permitted.

C. Supervisors shall monitor officer productivity by monitoring and addressing

officer time management. Supervisors shall monitor time spent in the field by
officers by monitoring the officer’'s daily activity report; AVL/GPS reports; and

' Autocite Productivity Log. Officer activity shall be reconciled with the amount
of time spent in each location based upon the duty the officer was performing
as described in the daily activity report and CAD report.

Prepared by:

Saul Frances, Parking Director

Reviewed by:

Patricia D. Walker, Chief Financial Officer

SFAMS\GS
FAPING\$ALL\SAUL\ParkingEnforcementPolicies\SOP
Policies\SOP2013-016\ParkingEnforcementOfficerProductivityPT07.doc

Effective Date: 3/10/13 SOP #2013-017
Revised Date: 3/10/13 Page 1 of 1




STANDARD OPERATING PROCEDURE SOP NO.2013-A

PARKING ADMINISTRATION

PENDING VALET FINE(S) APPEALS PROCESS

PURPOSE:

SCOPE:

To establish criteria for the tracking Special Master hearings in the Accela
Program.

This SOP applies to all Space Rental Liaison employees and supporting
staff.

POLICY/PROCEDURES:

The following shall serve as the policy for scheduling updates to the status of Valet
Parking Violations/Cases:

City Clerk’s office provides the Space Rental Liaison with the Special Master
hearing dates. )

The status/synopsis for each respective case is reviewed on a monthly basis
after each hearing through the City Clerk’s website under Special Master
Agenda.

The Space Rental Liaison will be utilizing the calendar in the Accela Program
for tracking purposes.

The Space Rental Liaison requests confirmation of the aforementioned
information via email to the City Clerk’s Department.

Upon receipt of the aforementioned, the Space Rental Liaison proceeds
updating the status in the Valet Parking Citation Application by clicking
“dismiss and/or pending to be paid”.

Prepared by:

Saul Frances, Parking Director

Reviewed by:

Patricia D. Walker, Chief Financial Officer

Effective Date: 03/13/13 SOP #2013-A
Revised Date: N/A Page 1 of 1




