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To: Audit Services Oversight Committee

From: Dr. Germaine F. Brewington, Director
Audit Services Department

Date: November 14, 2016

Re: Street Maintenance Performance Audit

AUDITOR’S REPORT

The Department of Audit Services completed the report on the Street Maintenance
Performance Audit in November of 2016. The purpose of the audit was twofold: 1) to
determine if the Street Maintenance staff are completing street maintenance activities per
their service delivery standards; and 2) to evaluate whether City policy choices on street
maintenance are consistent with the strategy adopted by Council.

This report presents the observations, results, and recommendations of the Street
Maintenance Performance Audit dated November 2016. City management partially concurs
with the recommendations made. Management’s response to the recommendations is
included with the attached report.

The Department of Audit Services appreciates the contribution of time and other resources
from employees of the Department of Public Works in the completion of this audit.
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Background

The Street Maintenance Division is a
vital resource to the City of Durham.
Almost 2000 requests for various types
of routine repairs come into the Street
Maintenance Division annually. Street
Maintenance receives over 600
pothole repair requests annually, by
far the most common type of
maintenance service request. With
requests ranging from sidewalk
resurfacing to curb and gutter cuts for
utilities, Street Maintenance staff have
to be well-trained and technically
knowledgeable in their jobs.

In addition to routine street
maintenance activities, the
Department also oversees the services
of outside contractors to perform
repaving work.

Purpose

The purpose of the audit was twofold:
1) to determine if the Street
Maintenance staff are completing

street maintenance activities per their
service delivery standards; and

2) to evaluate whether City policy
choices on street maintenance are
consistent with the strategy adopted
by Council.
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Audit Report Highlights

Street MaintenanceAudit ReportNovember2016

This audit examined whether the Public Works Department staff is
completing street maintenance activities per their service delivery
standards and whether Department policies on street maintenance
were consistent with the strategy recommended by Council.

Highlights

Audit Services staff found that the performance measures used
by the Department of Public Works staff are relevant for judging
performance and making planning decisions. The Street
Maintenance Division staff had not met their service delivery
standards for the following performance measures: the target for
repairing potholes and the target for repairing sidewalks. Audit
Services staff found there was a backlog of service requests as
well. The understaffing and mismatched job positions were
contributing factors to the inefficiencies in the Department based
on observations and interviews by the Audit Services staff. In
addition, a study from Caterpillar found that City employee skill
sets did not correlate to their positon requirements. Audit
Services staff found that the Department uses
preservation/prevention techniques to maintain street conditions
based on available funding.

Audit Services staff issued four recommendations for the Public

Works Department-Street Maintenance Division in this audit. In

summary:

1. Create a plan to address the service requests backlog.

2. Prioritize incoming requests based on needs and risks to the
City.

3. Collaborate with Human Resources to resolve mismatched job
requirements and employee skill sets.

4. Develop standard operating procedures to govern Street
Maintenance activities.

Street Maintenance Performance Audit
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Background

The Public Works Department (Department)is responsible for performing street
repair and maintenance work in the City of Durham (City) The Street
Maintenance Division of Public Works performs street maintenance work such as
pothole repair, curb and gutter repair, and sidewalk repair. The Engineering
Division of the Public Works Department is responsible for monitoring street
repaving activities subcontracted out to vendors. The goals of the Department
are to provide maintenance and repairs necessary for safe, well-maintained
streets and sidewalks, as well as to improve the overall condition of City streets.

Figure 1.0Organizational structuregelated to street maintenance etivities

Public Works
Department

Street Maintenance Engineering
Division: Division
Sidewalk Cut
Sidewalk Repair
Driveway Cut
Driveway Repair
Curb and Gutter Repair
Rocking Shoulder

2
Machining Dirt Roads ’

Repair Pothole

Qutside
Subcontractor:
Repave Streets
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Street Repaving Activities
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The Department staff primarily use repaving treatment to maintain street
conditions. In order to determine which streets should be repaved, the
Department management periodically hires a contractor to conduct an
assessment of the street conditions. In 2012, management contracted Transmap
Corporation to conduct a pavement condition survey for streets and sidewalks
maintained by the City. A Transmap Corporation van captured images of streets
in 13 foot intervals and then developed representative sample areas. Imagery in
those sample areas was used to assign Pavement Condition Index_ (PClYyatings

on a street by street basis. See Table 1 below.

Table 1:An annotated version of thé>Cicondition rating chartused by theCity

The results of the Transmap Corporation survey, in addition to routine
reassessments of street conditions by Public Works staff, are used to underpin
the decisions determining the streets that would be selected for repaving
activities. The Department staff have adopted a standard goal of an overall PCI
rating of 65 on residential streets and 75 on arterial and collector streets. The
Department staff work to keep the ratings within these parameters through
regular repaving activities in order to increase customer satisfaction, decrease
accidents, and keep traffic moving freely. See Images 1 and 2 below.

PCI Rating| Condition
86-100 Good
71-85 Satisfactory
51-70 Fair

21-50 Poor

0-20 Very Poor
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Image 1:This is a photo of Wells Street between Shepherd Street and Arnette
Avenue. This section of #hstreet has a PCI rating of 30

Routine Street Maintenance Activities

Routine repair requests varied widely in both significance and size, from gutter
and sidewalk cuts for utilities to pothole repairs and adding gravel to dirt streets.
However, these repairs play a big part in what keeps Durham streets and
sidewalks passable and aesthetically pleasing. See Images 3, 4, and 5 below.
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Image 3:City sdewalkin need of repair
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Image 4: Street MaintenancBivisioncrews keeping sidewalks repaired and
passable
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Image 5 New sidewalk completed by Street Maintenance Divisiorews

Many of the repairs are lower profile than releveling sidewalks or machining dirt
streets. Pothole repairs are the most requested service with over 600 requests
coming into the Division in fiscal year (FY) 2016 alone. Pothole repairs account
for approximately 35% of the service requests received. Asphalt, new cuts, &
replacements account for an additional 19% of service requests.

I Street Maintenance Performance Audit
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Graphl: Service requests (open and closed) by routine street maintenance
activity types for FY 2016

W&S Sidewalk Cut (STREET) 40
W&S Driveway Cut (STREET) 16
W&S Curb and Gutter Cut (STREET) 62
Sidewalk Repair (STREET) 134
Rocking Shoulder - Paved Street (STREET) 12
Repave an entire street 36
Repair Potholes (STREET) 650
Repair Driveway (STREET) 38
Repair a small portion of a street 235
Maintain Roadway (STREET) 56
Machining - Dirt Streets - add gravel... 155
Concrete New, Replace, Repairs (STREET) 71
Asphalt, New Cuts & Replacement... 350
0 100 200 300 400 500 600 700
B Number of Service Requests for FY 2016

Image 6 Over 600 potholeepairs are requested annually

The primary method of identifying repairs is through citizen complaints to the
Durham One Call center. Complaints also originate from the City Manager’s
Office, the Director, and the Assistant Director of Public Works. The Street
Maintenance staff may also initiate street repairs following their assessment of
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street conditions. See Figure 2 for a flowchart of the lifecycle of a service request
for an example repair. Most repairs follow a similar flow with some slight

variations.

Figure2: The examplelifecycle of a service request for a pothole repair

®©

Pothole Complaint

Service Request

Sent to

Public Works
Street Maintenance

——

Crew Chief spots
| another unassigned
‘ pothole nearby

Crew Assigned

Crew Chief reviews
materials needed and
{ plan of execution

Crew prepares
»| pothole site for
repair

Crew sent to
Asphalt Plant to
collect materials.

Crew Chief completes
job cost sheet and

Pothale is
*| submits to Supervisor.

successfully filled.
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Objectives

The objectives of the audit are to:

1 Determine if Street Maintenance staff completed street maintenance
activities per their service delivery standards; and

i Evaluate whether Street Maintenance policy choices were consistent
with the strategy adopted by Council.

Scope and Methodology

Scope
The scope of the audit includes examining all street maintenance activities in the
Public Works Department.

Methodology

Audit Services staff performed the following procedures to accomplish the
objectives of the audit:

1. Obtained and reviewed the service delivery standards for street maintenance
activities and documented the direction from City Council members on
pavement management;

2. Flow charted processes for various street maintenance activities (potholes,

water and sewer cut repairs, curb and gutter repairs, etc.);

Interviewed employees of the Street Maintenance Division;

4. Performed ride-alongs with Street Maintenance staff to view repairs being
performed and completed work assignments;

5. Reviewed the process of assigning, monitoring, and tracking work performed
for maintenance activities;

6. Selected 50 work orders from the City Works System and obtained the
associated Job Cost sheets and Daily Work Schedules and verified:

- Areview performed by the supervisor;
- Staff entered all relevant information on Job Cost sheets ;
- Job Cost sheet data was accurately captured in the City Works

w
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11.
12.
13.
14.
15.

16.
17.

18.
19.

system;
- Work orders tied to the Job Cost sheets and to the Daily Work

schedule;
Analyzed the maintenance activities (as a result of service requests and other
sources) performed by the Street Maintenance Division staff for FY 2016 and
FY 2015;
Verified the accuracy of the performance measures data reported by the
Street Maintenance Division staff based on the City Works System data;
Selected a sample of service requests completed and verified the work
performed;
Analyzed the backlog of service requests for asphalt and concrete activities
and documented the reasons for the backlog;
Randomly selected 50 Daily Job Cost sheets and ensured that the relevant
information was entered into the City Works System;
Determined the reasons for not meeting the service delivery standards;
Discussed with staff how the service delivery standards were derived;
Benchmarked the standards against Raleigh, Greensboro and Winston-Salem
to determine reasonableness of the service delivery standards;
Reviewed the strategy to determine the streets that should be
repaved/resurfaced, micro surfaced etc. to meet the PCl target;
Calculated the PCl ratings to determine if the target was met;
Reviewed the maintenance activities performed in FY 2016, FY 2015, FY 2014
and corresponding changes made to the PCl ratings as a result;
Determined the level of preventive maintenance performed; and
Analyzed street resurfacing contracts for FY 2015 to determine any cost
overruns.

During the audit, staff also maintained awareness to the potential existence of
fraud.

We conducted this performance audit in accordance with generally accepted
government auditing standards. Those standards require that we plan and
perform the audit to obtain sufficient and 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.

Street Maintenance Performance Audit
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Findings

Objective 1

Determine if Street Maintenance staff complete street maintenance activities
per their service delivery standards

Finding 1
Audit Services staff found:

The performance measuresuseby the Street Maintenancgtaff are relevant for judging
performance and making planning decisions

The Street Maintenance staff maintain data to monitor progress on both the
effectiveness and efficiency of operations, e.g. number of potholes repaired,
percent of potholes repaired within 3 business days, linear feet of sidewalk
repaired, etc. Well-defined metrics are deemed a good management tool to
guide decision-making and ensure that goals are achievable.

Finding 2
Audit Services staff found:

The Street Maintenancgaff did not meet their service delivery standards for some of the
performance measures.

Audit Services staff obtained underlying data from the City Works System to
verify performance measures data reported by the Street Maintenance staff.
Slight immaterial deviations were noted when comparing the Audit Services
staff’s calculations with the performance measures data reported by the Street
Maintenance staff.

In addition, Audit Services staff also reviewed the process of tracking and
recording work performed by Street Maintenance staff. A random sample of
work orders was selected from the City Works System. Job Cost sheets and Daily
Work Schedules connected to the selected work orders were reviewed to ensure

I Street Maintenance Performance Audit
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work entered was assigned and performed. No exceptions were noted.

Audit Services staff found:
Street Maintenancstaff did not meet their annual tageg for repair of potholes.

Management did not meet the 90% target for repairing potholes within 3
business days for FY 2016. Only 51% of pothole service requests were repaired
within 3 business days. The percentage of potholes repaired within 3 days
dropped from 62% in FY 2015 to 51% in FY 2016. See Graph 2 below.

Graph 2 Percent of potholes repaired within 3 business days by fiscal year

120%
100% L ==
== 2actual % of
80% potholes repaired

within 3 business

60% —
/ =i—target % of

40% potholes repaired
within 3 business
20% days
0% T T 1
FY 14 FY 15 FY 16

Per management, equipment failure and lack of consistent equipment
replacement used to carry out street maintenance activities affected the ability
of crew members to perform their work on a timely basis. At the time of this
audit, the Department had seventeen trucks in need of replacement due to
maintenance issues. The Department purchased two state of the art pothole
trucks with the capacity to fill upwards of 50 to 60 potholes a day. The use of the
new pothole trucks had increased staff productivity.

The Department can still use additional state of the art pothole trucks to further
increase productivity. Access to better equipment will enable the street
PEl  Street Maintenance Performance Audit
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maintenance crew to not only meet the service delivery standards, but to also
become more proactive and aggressive with pothole repairs. In addition, the use
of new pothole trucks reduces the number of labor hours required to fill in
potholes, which should subsequently free up resources to help with other street
maintenance activities. The Audit Services staff did not verify the information
cited by management.

Audit Services staff found:

Street Maintenane staffdid not meet th& annualtarget for repairing sidewal&for FY 2016.
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Management did not meet the 7000 linear feet target for repairing sidewalks for
FY 2016. Only 4211 linear feet of sidewalk were repaired. The linear feet of
sidewalk repaired have dropped consistently since FY 2014. Per management,
staffing issues among other things affects the ability of crew members to meet
targets. Per information received from the Human Resources Department as of
October 1, 2016, there are approximately 30 vacancies open within Street
Maintenance Divisions. Of the 30 current vacancies, 9 vacancies are for the
Heavy Equipment Operator position and 13 vacancies are for the Senior Laborer
position. The Public Works Department staff faces challenges to recruit skilled
talent and also has issues with the skill set of existing staff as per an assessment
performed by Caterpillar Inc. See Graph 3 below.

Graph 3 Linear et of sidewalk repaired ly fiscal year
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Caterpillarinc. Study
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A study performed by a consultant from Caterpillar assessed employee skills and
compared these skills to their position requirements as it related to operating
equipment necessary to perform their job duties. Audit Services staff reviewed
the data prepared by the consultants; however, staff did not test the data for
accuracy. Per management, Heavy Equipment Operators need to be able to
proficiently operate multiple pieces of equipment. The results showed that
employee skill sets did not correlate to their positon requirements. This
condition impacts the ability of the Department to accomplish work targets. Staff
performance on one equipment (backhoe) category that was assessed by the
consultant is reflected in Graph 4. The ability to operate a backhoe proficiently is
an essential skill for a Heavy Equipment Operator to possess to successfully
perform his or her job duties.

Graph 4 Backhoe skill set ranking for all Heavgipment Operators

Backhoe Skill Set Ranking for All Heavy
Equipment Operators as of 2015

M Novice
M Intermediate

Proficient

Only 15% of the Heavy Equipment Operators at the City are proficient with using
a backhoe. This mismatch exposes the City to potential safety risks and waste of
taxpayer dollars.

Street Maintenance Performance Audit
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Finding 3
Audit Services staff found:

Street Maintenance haa backlog of unaddressed service requests for concrete maintenance
activities.

A backlog of service requests exists for concrete maintenance activities which
include sidewalk repair, concrete curb gutters repair, water and sewer cuts,
water and sewer side walk cuts, driveway repairs, etc. The term “backlog” refers
to service requests that were received from citizens but work was not performed
to address the concerns raised by the service requests. It is in the best interest of
the City to undertake efforts to reduce the backlog. Neglecting or delaying trip
hazard removals exposes the City to potential risk. See Graph 5 below.

Graphb5: Backlog of service requests for concrete maintenance activities by
year

Backlog of Service Requests

242

No backlog existed for FY 2010.

Ieemm Street Maintenance Performance Audit

November 2016
1869 Page 21



Repairs needed are primarily identified through public requests submitted to the
Durham One Call Center, the City Manager’s office, or the Public Works
Director’s office. Service requests received by the City Manager’s office, the
Public Works Director, or the Assistant Director which specify holes, slips, trips,
and/or falls are given priority. Backlog

S
service requests are assigned if the crew

has capacity to handle additional work
(oldest first). All backlog service requests
are not prioritized. Currently service

dNeglecting or delaying trip
hazard removals exposes th
City to potential riska

N /

requests are not assigned a priority rating
and criteria to prioritize service requests do not exist. The Department of Public
Works management staff is aware of the backlog and they review a report of
open service requests weekly. The Department does not have a formalized plan
to address the backlog. Good backlog management is a prerequisite for effective
planning and scheduling. Gaining control of the maintenance backlog requires
intentional allocation of resources to this issue. Audit Services staff also found
that work orders were not being closed as they were completed. The backlog
data should be clean and should not consist of low priority work that no one ever
intends to perform or work that has already been completed.

Per management, staffing issues contribute to the backlog of service requests.
Staffing issues include challenges to recruit and retain skilled employees and
perform the work with the limited skill set of existing employees. As of October
1, 2016, there are approximately 30 vacancies open within Street Maintenance
Divisions. Of the 30 current vacancies, 9 vacancies are for the position of Heavy
Equipment Operators and 13 vacancies are for the Senior Laborer positions.

The Public Works Department management has not performed an assessment of
funding/resources required to address the backlog.
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Finding 4

Audit Services staff found:

Written Standard Operating procedures do not exist over Street Maintenance activities

Standard operating procedures do not exist as it relates to street maintenance
activities. Lack of written procedures increases the risk of errors. The
development and use of written procedures are an integral part of a successful
quality control system. Written procedures provide employees with information
to perform a job properly and facilitate consistency in the quality and integrity of
the results.

Objective 2

Evaluate whether City policy choices on street maintenance are consistent with
the strategy adopted by Council.

Finding 5

Audit Services staff found:

Pavement Conditions Rating Measwasmet for residential streets and close to being met
for arterial andcollector streets.

DURHAM
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The Department of Public Works Department adopted the Pavement Conditions
Rating measure at an overall Pavement Condition Index (PCl) rating of 65 on
residential streets and 75 on arterial and collector streets. This target is
consistent with the presentation to Council. Audit staff verified the PCl ratings
data maintained by the Public Works Department staff to determine if the target
was achieved. The target was met for residential streets and the average PCI
rating on the arterial and collector streets was close to being met.

Street Maintenance Performance Audit
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Finding 6

Audit Services staff found:

The Departmengstablisheda 7-10 year repaving plan

Finding7

Per the Department staff, Street Maintenance adheres to current industry
practice when selecting the street for annual repaving. The Department also
coordinates with other City departments and stakeholders in order to minimize
conflict and overlap. Prior to 2012 the City used a worst first approach to
prioritize repaving. Beginning in 2012, the Department of Public Works staff
incorporated a combination approach of worst first and selection of the right
road at the right time using the right treatment. The Department established a 7-
10 year repaving plan that supports this strategy. The Audit Services staff
requested justification for streets selected to be repaved for project ST 274 (FY
2015). Explanation provided by the Public Works Department staff to justify the
street selection appeared to be in line with their strategy and the streets were
part of the 7-10 year repaving plan.

Audit Services staff found:

Written standard operating procedures did not exist.

Finding8

The development and use of written procedures are an integral part of a
successful quality control system. Written procedures provide employees with
information to perform a job properly and facilitate consistency in the quality
and integrity of the results. Lack of written processes increased the risk of errors.

Audit Services staff found:

The Public Works Departmerurrently uss preventive maintenance techniques to maintain
streetsbased on available funding
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Traditionally, the Street Maintenance staff had primarily used repaving
treatment to maintain street conditions. However, recently they have

Street Maintenance Performance Audit
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incorporated preventive maintenance techniques as part of the City’s overall
street maintenance strategy. They have used micro surfacing and sand seal
preventive techniques in recent contracts. Preventive maintenance, defined by
the American Association of State Highway and Transportation Officials
(AASHTO), was “a planned strategy of cost-effective treatments to an existing
roadway system that preserves the system, retards future deterioration and
maintains, or improves the functional condition (without adding additional
structural capacity)”. The best time for preventive maintenance is before the
condition of the pavement deteriorates to a state that it must be rehabilitated,
or reconstructed. Several preservation treatments exist (fog seal, crack seal,
micro paving/surfacing, slurry seal, crack seal) that would help extend the life of
the streets. The efforts to repair and rehabilitate pavements that have
deteriorated beyond a certain extent had proved to be costly and time-
consuming. Preservation maintenance techniques that prevent severe
deterioration from occurring were deemed to be potentially less costly.

Conclusion
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The Public Works Department is responsible for performing street repair and
maintenance work in the City of Durham. Street repair and maintenance work
include activities such as pothole repair, curb and gutter repair, and sidewalk
repair. The Department also uses preservation technigues to maintain street
conditions based on available funding. The performance measures in use by the
Department staff are relevant for judging performance and making planning
decisions. The Department staff did not meet their service delivery standards for
some of the performance measures. Specifically, Department staff did not meet
the 90% target for repairing potholes within 3 business days for FY 2016. Only
51% of pothole service requests were repaired. Department staff also did not
meet the target of repairing 7000 linear feet of sidewalk for FY 2016. Only 4211
liner feet of sidewalk were repaired. In addition, the Department also had a
backlog of service requests for concrete maintenance activities. Per
management, equipment issues and staffing issues affected the ability of crew
members to meet targets. The Department has 30 vacancies, 9 vacancies for the
position of heavy equipment operator and 13 vacancies for the senior laborer
position. A study performed by a consultant from Caterpillar, Inc. assessed
employee skills and compared these skills to their position requirements. The
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results show that employee skill sets did not correlate to their positon
requirements. This impacted the ability of the Department to accomplish work
targets. The Street Maintenance Division staff should develop written standard
operating procedures over the street maintenance activities to provide guidance
to staff, and to document targets expected and best practices to ensure

consistency in service delivery.
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Recommendations

Recommendation 1

The Public Works Department staff should create a plan to address the service
requests backlog. They should:

- Establish a process to prioritize backlogged services request to determine
which ones should be addressed first;

- Assess the cost associated with clearing the backlog;

- Assess staff workload to determine how best the backlog can be reduced
using existing staff;

- Evaluate other alternatives (i.e. contractors) if City staff cannot address
backlog with existing capacity; and

- Develop performance measures to monitor progress on reducing the
backlog.

Recommendation 2

The Public Works Department staff should assess all new service requests based
on established prioritization criteria. The prioritization criteria should focus on
severity of the condition and risk to the City. Service requests with high priority
should be assigned first.

Recommendation 3

The Public Works Department management should collaborate with the Human
Resources Department staff to address the issue of mismatch between
employee skills and job requirements. Fixing this mismatch is needed as soon as
possible to mitigate potential safety risks and to eliminate waste of taxpayer
dollars due to idol employees.
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Recommendation 4

The Public Works Department staff should develop written standard operating
procedures over the street maintenance activities and over the selection process
for identifying streets for resurfacing and other preventive maintenance
techniques.
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Management Response

DURHAM
I I CITY OFDURHAM| NORTH CAROLINA
1869
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Date: November 2, 2016
To: Dr. Germaine F. Brewington i Director of Audit Services
Through: W. Bowman Ferguson i Deputy City Manager
From: Marvin G. Williams 7 Director of Public Works
Cc: Tasha N. Johnson i Assistant Director of Public Works
Coleman Brown i Assistant Director of Public Works
Subject: DPW Management Response i Street Maintenance Audit

The following is the Department of PublIStreet Wor ks (L
Maintenance Performance Audit, dated October 2016.

Recommendation 1

The Public Works Departments should create a plan to address the service requests backlog.
They should:

- Establish a process to prioritize backlogged services request to determine which ones
should be addressed first;

- Assess the cost associated with clearing the backlog;

- Assess staff workload to determine how best the backlog can be reduced using existing
staff;

- Evaluate other alternatives (i.e. contractors) if City staff cannot address backlog with
existing capacity; and

- Develop performance measures to monitor progress on reducing the backlog.

DPW Management s Response:
1 We concur. DPW management is in full agreement with the recommendation.

The DPW is currently in the process of recruiting for a Senior Engineering Technician, which
will be assigned to the maintenance division of the DPW. This position will be responsible
for reviewing and prioritizing the current backlog of service requests assigned to the
maintenance division (based on severity); as well as estimating the cost to complete the
current backlog of requests. In addition, the DPW is currently recruiting for a Street
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Maintenance Superintendent who will work in coordination with the Senior Engineering
Technician that is hired for this division, to asses and manage the workload of the various
work units within the maintenance division. This position will work to prioritize the service
requests that can be completed by DPW staff and quantify the work that is larger in scope
than the capacity of the maintenance division. These locations of work which are beyond
our maintenance division staff capacity will be reviewed with the engineering division of
DPW to determine when these service requests can be included in a future contract for
major maintenance work (this is subject to available funding and staff capacity).

Recommendation 2

The Department of Public Works staff should assess all new service requests based on
established prioritization criteria. The prioritization criteria should focus on severity of the
condition and risk to the City. Service requests with high priority should be assigned first.

DPW Management s Response:
1 We partially concur. DPW management is in agreement with a portion of the
recommendation.

The DPW agrees with the recommendation to establish prioritization criteria for service requests
that are assigned to the DPW; however all high priority service requests cannot necessarily be

assigned first for completion. There are sever al
assigned to the DPW but may require assistance outside of the DPW. An example of this is
when a request to fill a pothole or asphaltcave-i n i s called in to the Cityé6

assigned to the DPW. It is very common for our work crews to discover the reason for the

pavement issue is related to a failed utility that is below the pavements surface. At that point

this service request is sent to the utility owner (City or private) for repairs. Until these repairs

are complete the service request to address the pavement issue cannot be completed in a

timely manner. Another exampleofwhen hi gh priority SRO0s cannot be
SR is related to concrete repairs (sidewalks) that are due to tree roots impacting the sidewalk.

Until the issues with the tree roots are addressed by the General Services Departments Urban

Forestry unit, the DPW cannot proceed with repairs despite being notified of a severe condition

and liability to the City. A final example is when a SR for sidewalk repairs is submitted to the

DPW6s maintenance di vi si on inaeedofrapaiisserdlafip hmzhrd,]l ocat i o
but is in fact a much larger repair that is several hundred feet in length (and has multiple

driveways, retaining walls, etc.) and requires a much larger (and expensive) repair effort.

Locations with extensive repairs needs (or those that are several hundred feet in length) will be

added to our |ist of locations for repairs throug
project (CIP) list and will be subject to available funding.

This CIP list is only partially funded on an annual basis and a majority of the locations on their
lists (street and sidewalk) are high priority repair or maintenance needs. DPW attempts to
prioritize the list of high priority repair needs annually through the CIP process; however there
are always high priority requests that will not be completed in a timely manner due to limited
funding to address the number of requests that are received annually by the DPW (and the
limited capacity of staff).
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Recommendation 3

The Department of Public Works management should collaborate with the Human Resources
Department staff to develop a strategy to address the issue of mismatch between employee
skills and job requirements. Fixing this mismatch is needed as soon as possible to mitigate
potential safety risks and to eliminate waste of taxpayer dollars due to idol employees.

DPW Management 0s Response:
1 We concur. DPW management is in full agreement with the recommendation.

The DPW has been working with the Department of Human Resources (HR) since late 2015 to
address recruitment efforts and approaches and training for employees who lack the necessary
skills to perform the duties of their job classifications. The DPW has sent multiple employees
from the maintenance division to multiple heavy equipment training sessions from various

private vendors (Caterpillar, NC State University

program, National Safety Council, etc.) and through internal training sessions. The DPW has
scheduled another round of heavy equipment training and assessments to begin on November

2, 2016. In addition the department has implemented a requirement for supervisors to track all

heavy equipment operation time by all staff members in the Heavy Equipment Operator (HEO)

or Heavy Equipment Operator Il (HEO II) classification. The DPW is also in the process of

expanding our storage material location at our maintenance yard. This expansion will allow for
additional internal training opportuwhities for

The department has also contacted (or is in the process of contacting) the LTAP program at NC
State for additional heavy equipment training courses, various heavy equipment rental
companies, various local community colleges (Wake Tech, Vance-Granville Community
College, etc.) and the local international union of operating engineers for additional training
opportunities.

Recommendation 4

The Department of Public Works staff should develop written standard operating procedures
over the street maintenance activities and over the selection process for identifying streets for
resurfacing and other preventive maintenance techniques.

DPW Management s Response:
1 We concur. DPW management is in full agreement with the recommendation.

al

The DPWiscurrent 'y in the process of drafting standard

divisions with the department. The drafting of
to begin in early 2017.
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