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February 27, 2004

The Honorable Board of County Commissioners

Re: AuDIT REPORT: MARION COUNTY UTILITIES DEPARTMENT

The Interna Audit Divisonhas performed an audit of the Marion County Utilities Department. Thisreview
was focused on the numerous operationd activities of the Department, expenditure and revenue controls
and Department adherence to policies and procedures. Our review involved examinations of pertinent
documents and records, Ste vidts to departmenta operations, interviews with department staff and
management, and observations of procedures and employee activities.

This audit was performed concurrently with a contracted study by PA Consulting Group, CH2M HILL,

Inc., and PB Water. This consultant was selected based on its operationa expertise to conduct a
performance assessment to “ evauate the effectiveness and efficiency of the utility operation in light of the
rapid growth of the UtilitiesDepartment over the last two years.” The consultant will issueaseparate report
on its findings condusons and recommendations. Many of our recommendations were derived
independently of the consultant, but were confirmed by the consultant’ s concurrent review.

We have concluded that the Department has accomplished its misson in an effective manner and that
Management has initiated many enhancements to operations. Management has been working on along-
range plan for the utility, usng consultants, to increaseitsservice area and improve services. Our activities
discl osed certain matters deserving of Management’ s attention and we therefore present recommendations
which should enhance the operations of the Department. These had been discussed with Management
during the course of our review. Management’ s responses and comments are included within the report.

Itisimportant that the enhancements, whenimplemented, be maintained throughout future periods. We will
perform a follow-up review within the next twelve months to ascertain and report on the status of our
recommendations.
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We would like to express our appreciation to the Utilities Director and Department supervisory and

adminidrative staff for their assstance and cooperation during this audit.

David R. Ellspermann Walace K. Watford
Clerk of the Circuit Court Internad Auditor

C. Patrick G. Howard, County Administrator
Janet Y. Tutt, Deputy County Administrator
Vincent M. Riccobono, Utilities Director
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MARION COUNTY UTILITIESDEPARTMENT

EXECUTIVE SUMMARY

We have performed an audit of the Utilities Department which concentrated on management and
operationa effectiveness, the system of internd controls, and established procedures over inventory,
purchasing, departmenta services and functions, employee safety and security of Department facilities.

In summary, we found that the Department has accomplished its misson in an effective manner and that
Management has initiated many enhancements to operations, some of which are dready in process.
Management has beenworking onalong-range planfor the utility, usng consultants, toincreaseitsservice
area and improve services.

Wedid find certain other opportunities for enhancement to administration and operations. The following
findings and recommendations for enhancements came to our attention during our review. These were
discussed concurrently with appropriate management and operating personnel asthe audit progressed. The
Utilities Director has made many dgnificant changes and refinements over the past severa months, with
which we concurred. Many of these recommendations were implemented or planned for implementation
by management beforereviewingtheinitid draft of this report. We want to commend the Director and the
many departmenta personne (management, operational and adminidrative) for thar assstance and
cooperation in the performance of our activities.

Summarized below are our recommendations and Management’ S reSponses.

RECOMMENDATIONS RESPONSES

1. Management develop a clear response to the departmental management and Concur
operational chalenges identified in the report of the consultant’s study by PA
Consulting Group, CH2M Hill, Inc., and PB Water.

2. Management consider establishing a formd training plan for maintaining and Concur
improving the technical competence of Department personndl.

3. Management review the Department’s compliance issues and reporting needs Concur
arigng from the recent growth, and devise any enhancements to the present
sysem.

4. Management consolidate officid departmental policies and procedures into a Concur
comprehensive departmentd interna procedures manud, and continue with the
plan to develop atechnica resources library.

5.  Management present to BCC for approval of its suggested method for calculating Concur
increases in water and wastewater rates.
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MARION COUNTY UTILITIESDEPARTMENT

6. Managemen review dl rates that are not automatically changed each year to Concur

identify those that should be proposed for adjustments.
RECOMMENDATIONS RESPONSES

7. Management condder the identified improvements to accounts receivable Concur
collections and hillings.

8. Management consder developing a separate manua for customer service Concur
personnd, to include the numerous procedures, guidelines and instructions
pertaining to customer billing and accounts receivable.

9. Management establish a plan to evaluate and ascertain whether any further Concur
changes to personne staffing and duties are required.

10. Management continue to review the issue of consultants usage to ensure that Concur
funds are used effectively.

11. Management review the issues raised concerning the identified consultant Concur
agreement and clear any materia exceptions.

12. Management consder the identified enhancements to inventory controls and  Partialy Concur
purchasing procedures.

13. Management maintain facility security at operating plants and business office, and Concur
enhance as needed to comply withrequired rulesand regulations, particularly the
Public Health Security and Bioterrorism Preparedness and Response Act of
2002.

14. Management pursue the consultant’s assertion that Department occupationa Concur
injuries appear to consderably exceed the benchmark industry average.

15. Management pursue its contemplated additiond safety issues, including Concur
creation of a safety officer postion and working with Risk Management to
provide additiona safety functions.
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MARION COUNTY UTILITIESDEPARTMENT
DEPARTMENT SUMMARY

= rﬂw: The fallowing background informetion is provided to the reader in
order to better evaluate this report.

The Utilities Department provides water and wastewater servicesto
resdentia and commercia customers in its operations, as shown in
Attachment A (Departmenta Organization). There are 49 full-time
equivaent employeesauthorized for fiscd year 2004. The Department
is funded through the Marion County Utilities Fund (Fund #452) and
the results of operations are reported by the Utilities Director through
the Public Works Bureau Chief. Department financial operations for fisca years 1999 through 2003 are
presented in Attachment B (Financid Andyss). Marion County Code, Chapter 19 (Water and Sewers),
contains the specific ordinances pertaining to the Department.

The following departmental descriptions and gods are summarized frominformationinthe fiscal year 2004
Proposed Budget, as prepared by the Department and submitted to the Clerk’ s Budget Division.

The Marion County UtilitiesDepartment stated missionisto: safely operate dl Marion County fadilities
associated withwastewater collectionand the trestment and disposal of trested effluent and biosolids
resduds, safdy operateand maintainadl Marion County fadilities associated withraw water supply and
production, drinking water trestment, storage, and distributioninorder to protect the public hedthand
welfare; protect water resources for current and future users by providing supervision of County
owned water and wastewater fadilities. This promotes future expans onof the already exiding fadilities
and acquisitionof additiond strategically located facilities to form a Countywide system. Expansionis
aso accomplished by use of Wholesde/Bulk Agreements and Territorid Agreements with other
sarvice providers.

Gods of the Department: 1) meet the growth demands of Marion County with efficient and cost
effective utilities service; 2) provide qudity customer service and communications to externa and
internd customers by offering them friendly and courteous service; 3) provide prompt and efficient
sarviceto dl customers regarding billing inquiries, account informationand service requests; 4) work
diligently to make the trandtion of newly acquired private uilities to County utilities a friendly and
pleasant experienceto everyone; 5) mantaintotal profess ondismthroughout the Utilities Department.

Report No. 2004-02 Page 5



MARION COUNTY UTILITIESDEPARTMENT
FINDINGS AND RECOMMENDATIONS

The Internd Audit Divison, while performing this audit of the Utilities Department, made numerous Site
vistswhich provided opportunitiesto observe procedures and employee activitiesrel ated to departmental
operations. Thiswas in conjunction with meetings and interviews with Department staff and management
to determine and evduate the Department’'s system of internd controls and procedures over
interdepartmenta billings, departmenta servicesand functions, the safety of department personnel and the
security of the department fadilities Pertinent documents and records were examined to determine
Department’ scompliancewiththe County Code, general County policiesand interna departmentd policies
and procedures. We a o reviewed documentati on submitted to, and prepared by, the F orida Department
of Environmental Protection (the regulatory agency) to determine the relevant compliance issues.

In summary, we found that Department has accomplished its misson in an effective manner and that
Management has initiated many enhancements to operations, some of which are aready in process.
Management has beenworking onalong-range planfor the utility, using consultants, to increase itsservice
area and improve services.

We did find certain other opportunities for enhancement to adminigtration and operations. The following
findings and recommendations for enhancements came to our attention during our review. These were
discussed concurrently withappropriate management and operating personnel asthe audit progressed. The
Utilities Director has made many sgnificant changes and refinements over the past severd months, with
which we concurred. Many of these recommendations were implemented or planned for implementation
by management before reviewing the initia draft of this report. We want to commend the Director and the
many departmenta personnel (management, operationa and adminidrative) for ther assistance and
cooperation in the performance of our activities.

OVERALL M ANAGEMENT COMMENT:

In generd, the audit was performed with professondism and evaluated our Department objectively in
severa areasinduding customer service, treetment operations and fidd operations. Thegteff of thelnterna
Audit Divison spent much time with our Department and gained a thorough understanding of utility
operations. Their anaysis and feedback during the course of the audit has been very useful in assgting us
to move forward. We have carefully evauated the report and its recommendations and offer the related
responses.

|. DEPARTMENTAL M ANAGEMENT AND OPERATIONS

Asanintegrd part of this audit, Internal Audit reviewed the performanceof operationsthat provideservices
to the public. Our activities included physical observations of the various operations, the examination of
supporting documents, and numerous conversations and discussions with Department personnel.

The Department has undergone many changes during the past few years. The County acquired the utility
system in 1993 and operations were confined to the Silver Spring Shores area until 2001. Management
and daffing appear to have been adequate for that service area. The Department dgnificantly expanded
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MARION COUNTY UTILITIESDEPARTMENT

itsservicearea and customer base with the acquisitionof the Decca systemsin 2001. The recent purchase
of FloridaWater ServicesCorporationfadilitieshasfurther expanded the Department to 21,065 customers,
with services provided to severd new areas. The Department, during the course of expanding its service
area, required consderable financid and personnd resources to manage the resulting changes.

The Department hasrelied upon consultantsinthe past to assist inidentifyingitsoperationa needs, induding
plant and equipment. In particular, there were substantial consultant activities performed in the recent
acquidtion of Horida Water Services. Further, in 2003, the Department selected a consultant (the
combined firms of PA Consulting Group, CH2M HILL, Inc., and PB Water), based on its combined
operationa expertise, to conduct a performance assessment to “evauate the effectiveness and efficiency
of the utility operation in light of the rgpid growth of the Utilities Department over the last two years” The
consultant will issue a separate report on its findings, conclusons and recommendations. This report is
presently in draft form and is not yet findlized for publication.

The Internad Audit Divison did not have consderable experience in evauating the operations of such a
specidized entity asthis Department. To increase our knowledge, we were able to meet withthe principds
of the above consultant to discuss their sudy and preliminary results. We were aso able to observe their
activities concerning utility management and operations. We have incorporated some of the consultant’s
work within our report and have placed reliance on the results of the study.

Many of our recommendations were derived independently of the consultant, but were confirmed by the
conaultant’ s study. We therefore direct the readersto the related study. Insummary, the consultants found
that “the Utility’s management is well focused and motivated to continue on a track of steady growth,
medting customer expectations, and improving operations and services. Communications between
management and gaff is good, morae among the employeesis high, and pride throughout the organization
issincere.” Further, compared to most other utilities, Marion County water system operations “fairs well,
and can be congdered to be somewhat competitively positioned among its peer utilities” However, the
presentation of wastewater system operations is somewhat mixed in its comparison to peer utilities. In
generd, the report is quite postive and shows the Department is competitive in its benchmarks in both
water and wastewater operations, particularly inrdationto the large Size of the Department’ sservicearea
and the relative low dengity of its customer base.

The consultant’s draft report presented, in order of importance, detailed findings and severa
recommendations for improvements. Management may not agree with dl recommendations, but aready
has implemented a number of the recommendations with which it agrees, and certain othersare in process
of implementation. We agree with the consultant’s overdl opinions, and with mogt of the findings and
related recommendations, and herein incorporate them in an consolidated recommendation.

We recommend that Management devel op aclear responseto the departmental management and
operationa chdlengesidentified in the consultant’s report of the study by PA Consulting Group,
CH2M HILL, Inc., and PB Water.
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MARION COUNTY UTILITIESDEPARTMENT

M ANAGEMENT REsPONSE: We Concur. During the last half of 2003, anindependent consultant
conducted a performance eva uation of the Utilities Department. Their find report hasnot yet been
issued. However, many of the points madein the preliminary report are being addressed. Wewill
further assess the fina recommendations and prepare a response to the report. Those
recommendations, which we bdlieve are technicadly sound, finenddly feasible and can result in
improved operating efficiency, will be implemented over time with awell defined plan.

The County expends consderable funds every year to operate its water and wastewater facilities and
equi pment, whichcan become increasingly more technol ogically complicated to operate and maintain. This
may become of further importance due to the recent expansion of the Department through acquisition of
other sysems. Obtaining and maintaining fully quaified and trained employeesto operate the systems are
sgnificant management responsbilities. We therefore incorporated personnel training in our review, which
included conversations with management, administrative and operating employees concerning training
needs and requirements. We dso attended an employee workshop conducted by the above noted
consultant in which there was some employee feedback concerning current training and future needs.

The Director has stated that training is important and develops annua budgets for continued employee
traning. The Director also encourages employees to obtain catificationsin both water and wastewater
operations. We suggest that a formal and published plan be devised for employee training, which would
state the established criteria for traning by employee classfication. Professiond training should be focused
on maintaining or increasing the job knowledge of employees pertaining to their current duties, but could
alow employees to further enhance their knowledge for other positionsin the Department. It benefits the
employees and County to have a plan in place to ensure that employees obtain ongoing technica training
gpecific to ther job duties and the particular types of technologies with which they work. Management
should aso ensure that manageria and supervisory Saff are alowed or required to attend training courses
or saminars that will enhance the performance of their job responsibilities.

Werecommend that Management consider etablishing aformd training planfor maintaining and
improving the technical competence of Department personnd.

M ANAGEMENT REsPONSE: We Concur. The Department strongly supportstechnicd training and
assging employees in meeting the requirements for obtaining and retaining licenses and
cetifications. In this regard, our employees are encouraged to participate in workshops and
training to improve their job skills. However, aformd planthat identifiesthe different classes and
traning applicable for each postion is only loosdy defined at present. Based on this
recommendation, it isour goa to formdize aplan by having supervisory saff and employees work
together to formulate a technica training program. We expect the effort to gather input, plan and
implement a program to take gpproximately one year.
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MARION COUNTY UTILITIESDEPARTMENT

. REGULATORY COMPLIANCE

The Depatment isin an industry that can have a significant impact on the surrounding loca environmertt.
The indudtry istherefore regulated by the Florida Department of Environmenta Compliance (FDEP), as
well asthefederal Environmenta Protection Agency (EPA).

We reviewed much of the documentation submitted to the FDEP by the Department and the inspection
reports prepared by FDEP ingpectors. We determined that the Department appears to be in compliance
with gpplicable state regulations in dl materid respects. The few minor discrepancies noted during the
ingpections were timely resolved by the Department.

We a0 reviewed an email from a FDEP representative, who stated that the FDEP isimpressed with the
manner in which the Department has handled certain wastewater compliance issues. The Department has
been requested to give a presentation in Tallahassee during February 2004 as part of a FDEP/FIPA
workshop on pretreatment compliance/enforcement activities.

The subject of “environmenta compliance” was a sgnificant ssgment of the previoudy referenced
consultant’s (PA Consaulting Group, et. al.) report. The consultant’s opinion was that the Department’s
rating was “best in class’ when compared to the industry benchmarks used. The consultant noted the
Department’s very good record of compliance, but cautioned that the utility’s growth will require more
fadility permitting and monitoring and adherence to more regulations not gpplicable to smdler entities. The
consultant suggested the Department “initiste a more forma means of monitoring regulations and tracking
compliance and permit renewals,” to indude “develop a computerized permit tracking system” reedily
accessble to gaff. The consultant further suggested the Department become active in certain “industry
advocacy organizations.”

We agreewith the consultant that the Department has recently experienced considerable growthand now
has many more facilities to ensure environmenta regulatory compliance. We believe that now is an
appropriate time to review compliance issues and reporting needs and devise any enhancements to the
present system.

We recommend that Management review the Department’s compliance issues and reporting
needs arising from the recent growth, and devise any enhancements to the present system.

M ANAGEMENT ReEsPoNSE: We Concur. The Department’s record for reporting, permitting,
sampling and addressing regul atory agency complianceissueshas been excdllent. There have been
no enforcement actions or consent ordersissued by the regulatory agencieswhichwere due to non
compliance on the part of our Department. Due to the growth of the utility, many systems have
been added whichsgnificantly increase our sampling, monitoringand reporting requirementsto the
regulatory agencies. With this in mind, we plan to develop an eectronic data base which will
include permit numbers, expirationdates and reporting requirements for dl water and wastewater
trestment plants. We expect to implement this plan in gpproximately sx months.
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MARION COUNTY UTILITIESDEPARTMENT
I1l. DEPARTMENTAL OPERATING POLICIESAND PROCEDURES

The genera rules and regulations of the Utilities Department are established by Marion County Code,
Chapter 19. The County Administrator and UtilitiesDirector arerespongblefor developing and maintaining
operating rules and regulations. The Department is subject to the approved Policies and Practices
Employee Manua and the procurement policies established pursuant to Chapter 2, Article VII, of the
Marion County Code.

There are operationa differences among the services performed and the various types of facilities within
the Department. There is no centrdized location that is maintained for the many technical manuas,
documents and rules and regulaions for the different operations. Management has opted for maintaining
such pertinent technical documents and operational information at the specific facility. The Director is
conddering consolidating, in the new main office, the many technical documents and operating manuds
within a “technica resourceslibrary”. We agree that thisis gppropriate and suggest that the “library” be
established before or shortly after the move into the new premises, anticipated during 2004.

Management has prepared and issued numerous interna  procedures and guidelines to manage this large
department. There is no comprehensive source, such as a procedures manua, that indudes dl sgnificant
internaly generated departmenta operating rules, regulations, policies and procedures.

Comprehensive operating policies and procedures can: help ensure that Management’s directives are
available to, and understood by, applicable personnel; and provide the basis to determine accountability,
measure results and enforce compliance. We therefore suggest that comprehensive written policies and
procedures be developed, to the extent practicable, in a degpartmenta manud that includes dl sgnificant
issues concerning Department operations and personnd. This manua would not have to include technica
documents of each operating fadlity. Management could explore placing the completed manud on its
intranet website to provide another access source for employees.

We recommend that Management consolidate officid departmental policiesand proceduresinto
a comprehensive departmentad interna procedures manua, and continue withthe planto develop
atechnicd resourceslibrary.

M ANAGEMENT REsPoNse: We Concur/Action Plan in Progress. Utilities requested further
clarification of this recommendetion in a January 2004 mesting with the Interna Audit Divison.
The recommendation is to formalize operating procedures not addressed in the Employee
Handbook. Weadso understand that thisrecommendation ismeant for our field and trestment staff
as RecommendationNo. 8 appearsto be asmilar recommendationfor our officegaff. Operation
and maintenance manuas exist at each treetment facility for the use of operators and field staff.

Our planisto have an additiond copy of each operating manud avalable in a central location.
When Utilities moves into its new building in late 2004, space will be available for alibrary where
our technica manuas will be indexed and available for dl employees as areference.
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I'V. OPERATING REVENUES

The Water and Wastewater Utility Rate Ordinance #96-37 dlowsthe general rates (principaly the Silver
Springs Shores service area) to be automatically increased each year, effective October 1, without further
BCC approvd. The rates“shdl not exceed the consumer price index as published by the University of
Florida, Bureau of Economic and Business Research (Jacksonville Region) or another price index factor
adopted by the Board.” Further, “the index adjustment shal not exceed 4.5% during any fisca year”. We
noted that the University of Horida price index no longer exigts, and that the Department statesthat it uses
the consumer priceindex (CPI) published by US Department of Labor, Bureauof Labor Statistics (BLS).
Thisis an appropriate measurement resource; we agree that another price index is needed and therefore
suggest that the Department obtain the required gpprova from BCC to revisethe Utility Rate Ordinance.

The Slver Springs Shores area customer rates wereincreased by 2% and were timdly applied to customer
bills. This percentage increase did not exceed the CPl as published by the BLS. We tested the rate
increases for FY 2003 and found they were correctly caculated.

The Department expanded itsservice areain 2001 whenit acquired anumber of customersinthe Pine Run
and Oak Run communities. The customer rates at that time were less than the genera rates. Resolution
#01-R-26 recognized this and established a phased-in rate schedule that will result inthese rates matching
the generd rates in 2005.

We reviewed the Pine Run and Oak Run rates and determined that they agree to the rdlevant rate
resolution. We tested the rate increases and found they were correctly applied.

We recommend that Management present to BCC for approva of its suggested method for
caculating increasesin water and wastewater rates.

M ANAGEMENT REsPONSE: . We Concur/ActionPlanin Progress. The Utility Ordinance presently
cdlsfor annud indexing of water and wasteweter rates based on an index which no longer exists
(University of Florida, Bureau of Economic and Business Research —Jacksonville Region). The
Ordinance dlows the use of another index adopted by the Board. Utilities now uses the
Department of Labor, Bureau of Labor Statistics Consumer Price Index. In March of 2004,
revisons to the Utility Ordinance will be consdered by the Board of County Commissioners and
the new ordinance will incorporate the Bureau of Labor’s Consumer Price Index.

There are provisons by Ordinance for rate increases for most of the fees charged by the Department.
There are, however, certain other fees and chargesthat were established by the 1996 rate resolution that
have not been subsequently changed. These indude “water meter ingtalation charges, annua fire line
charges, ingpection fees, late payment fees, and reconnection charges’ as described in Rate Resolutions
#96-R-312 and #01-R-26.

We recommend that Management review al rates that are not automaticaly changed eachyear
to identify those that should be proposed for adjustments.
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M ANAGEMENT REsPONSE:. We Concur/Action Plan in Progress. During the course of the audit,
Utilitieswas in the process of reviewing feesfor services. The Utility Ordinance revisons to be
considered by the Board inMarch 2004 include changes to fees which need to be adjusted based
onthe present cost of materias and labor. Theseinclude meter ingdlation fees, construction meter
deposits and re-connection fees.
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MARION COUNTY UTILITIESDEPARTMENT
V. ACCOUNTS RECEIVABLE BILLINGSAND COLLECTIONS

A sgnificant component of our review was reviewing Department accounts receivable procedures. These
included the actual processes for determining billable quantities, preparing cydica billings, customer
collections, and accounts receivable accounting, including uncollectible accounts.

There were gpproximately 10,800 customers as of January 2003. The number of customers significantly
increased to gpproximately 21,000 customers with the acquisition of the Florida Water Services utilities
in the south part of the County. We noted that as of August 31, 2003, the Department had accounts
receivable in the amount of $381,818.79. Included in that amount is $64,420.03 inpast due accounts, of
which $49,737.21 was over 90 days past due. This amount represents 13% of accounts receiveble. The
County has established areserve for uncollectible accounts at September 30, 2002 of $30,000. It islikdy
that this amount will be increased at fisca year end of September 30, 2003.

The Department has purchased and mantains a vendor-devel oped computer system (UM S2000) that
performs customer hilling, accountsreceivable recording and customer payments. The Department employs
ahand-held meter reading systemthat is used to upload meter readings directly into the accountsreceivable
system. The hilling and meter reading systems had been used by the Department for severd yearsand were
able to handle, withsome difficulty, the acquisitionof the Deccafadilitiesin 2001. These systems have been
very sarvicesble, but it seems that suchresourcesmay be strained with the recent Forida Water Services
acquistions. The Department should consider systems with enhanced technology to ensure that the
customer accounts receivable billing and collection functions are adequate for the next severd years.

The Department hascons dered additiona optionsto improve itsaccounts receivable hilling and collections
in light of the current mgjor service areaexpansion. One consderation was the contracting with a vendor
to provide “lock box” services, with which we concur. We believe the Department has appropriately
identified the integral needs and operations of the lock box services. Such services involve the collection
of customer payments after customer bills are mailed by the Department. Customer payments by mail are
sent directly to thelock box vendor, who opens the envel opes, records the amountsreceived, depositsthe
collections and forwards the amounts to the Department, aong with gppropriate accounting. In addition,
the Department has contracted withamailing firmto print and mail the customer hills. Privatizing these two
important services should result inincreased efficiency inthe Accounts Recelvables areaand should reduce
the demands on exigting staff, as well as decrease the need for additions to full time staff.

The Department performs itsaccounts receivable/customer hilling procedureswel. A customer whose hill
is not paid by the last day of the billing period, and who has made no payment arrangements in advance,
has service cut off until payment is recaeived. A reconnect fee is aso charged for turning service back on.
However, this does not work for dl customerswho, for example, have left the area. We bdieve that further
collectioneffortsonsuchdifficult accounts can be enhanced. Firgt, the Department should establishapolicy
for routine turnover of suchaccountsto a collectionagency. At present, the County hasa contract withGila
Corporation, d/b/aMunicipa Services Bureau, to performcertain collection services, principaly for court
fines and costs. We believe this contract could be utilized by the Department, after review and approval
from Bureau Chief and County Adminigtration, and perhaps after review by the County Attorney. After
this policy is established, the Depatment should recommend to the Bureau Chief and County
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Adminigtration which customer accounts be turned over the collection agency. We noted in our research
that a leest one governmentd utility, Gainesville Regiond Utilities, specificdly alows for deinquent
accounts over 60 days to be referred to a collection agency.

The Department should be able to readily identify the accounts deemed not collectible and submit themfor
recording as* Uncoallectible Accounts’ onaroutine basis. Thiswill hep ensure that the accountsreceivable
liding at any time accurately reflects accountsthat may actualy be collected. The above collection agency
should be requested to pursue collection regardless of whether the County should write off the accounts
receivable amount as a bad debt. County Administration should consult with the County Attorney to
determine if BCC gpprova must or should first be obtained before any accountsreceivable canbe written
off. Evenif not needed in advance, such information on write-offs should be submitted to the Board asan
information item on a BCC meeting agenda.

Many of the uncollectible accounts have a customer deposit collected that would be available to reduce
the amount of any loss on collection. The customer deposit amounts have not changed in many years. In
order to reduce the potentia losses on uncollectible accounts, each customer deposit should be revisited,
with the god of determining sufficiency. The present residentia water and wastewater customer deposits
are $40 and $80, respectively. The minimum deposits for commercid water and wastewater accountsare
$45 and $90, respectively. In order to reduce the amount of uncollectible accounts, the County should
congder revisng the amounts to better reflect the average exposure of uncollectible accounts for at least
two months of service. Further, the Department should enforce the Code provision that alowsthe County
to require customers with a poor payment history, especidly those without a current deposit, to pay an
additiond or increased customer deposit as a condition for continued service.

We reviewed other issues pertaining to accounts receivable and offer some suggestions for easier account
set up and collection. Presently, a new customer must pay a customer deposit if he/she cannot provide a
“|etter of credit” from aprevious utility provider, which shows that the customer had maintained a good
payment higtory. Such payment is required by a check. The Department should pursue whether customer
deposits could be collected by credit card.

In addition, customers may pay thar hills by check, cash or money order, but are also alowed to pay
automdicaly eachmonthby “bank drafts’ if they eect this option. We bdieve payment options could be
enhanced by dlowing paymentsto bemadeby credit card, evenif only for the purpose preventing aservice
cut-off and/or paying reconnection fees to ensure faster turn on of service. This would provide another
available customer service and may reduce the number of disconnections and reconnections, whichmight
result inmore efficdent operations at areasonable cost. The Department should explore whether aseparate
charge should be added if the credit card option can be made available.

We had discussed with the Director the possibility of utilizing the Internet websiteto indudethe capability
of accepting credit cardsfor payment. The Department has worked with Finance to accomplish this, and
the service is presently being provided to customers on the Department’ s website.

The Department is consdering an enhancement to assst in determining if a customer deposit should be
required of a new customer. As previoudy mentioned, a deposit is required unless the customer can
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providea“|etter of credit” froma previous utility provider. The Department isinvestigating another method
to determine customer credit worthiness, whichis subscribing to a credit reporting service suchas Equifax.
We bdieve this is a reasonable approach to further ensure a good paying customer base with fewer
uncollectible accounts. We suggest that the Department continue exploring the benefitsthat may be proved
by using a credit reporting service to identify customers who will not be charged the customer deposit.

We recommend that Management consider the identified improvements to accounts receivable
collections and hillings. These include:

. Acquire new customer accounts receivablebilling/collection system.

. Turn over past due, uncollectible accounts to collection agency on aroutine basis.

. Readily identify uncollectible accounts and submit (through channels) those accounts for
write off from officid financia records.

. Increase amounts of customers deposits.

. Ensurethat addinquent customer isrequired to pay a customer deposit (if customer does
not currently have one.)

. Investigate acceptance of credit cards for payment of customer deposits.

. Investigate acceptance of credit cards for payment of past-due amounts, especidly to
reduce instances of disconnections.

. Continue investigation of usng a credit reporting agency to better eva uate new customers.

M ANAGEMENT REsPONSE:. We Concur/ActionPlanin Progress. This recommendationconssts
of eght parts

1. Whilewe bdievethe Accounts Receivable/Billing/Coallection system in useisadequately serving
our needs, werecognize that itisanolder syssem. Our god is to use in-house s&ff or a consultant
to invedtigate the newer technologies for possible use in the future. We expect to perform the
andydisin gpproximately eight months.

2. We bdlieve that turning over past due accounts to a collection agency is appropriate and
we will work with Finance to implement over the next few months.

3. Writeoff of uncollectible accountsis aso a procedure we will work with Finance to implement
over the next Sx months. After discussng with Internd Audit, we fed that this should be done
every 180 days.

4. The Utility Ordinance gives us the ability to increase deposits and we will review periodicaly
to ensure that a deposit will offset a delinquent account.

5. The Utility Ordinance gives usthe ability to re-ingtate a deposit for addinquent customer. We
will review accounts periodicaly and implement as necessary.

6. Withinayear, we expect to accept credit card paymentsfor customer deposits;, however, there
are some issues with Finance that will have to be resolved on accepting and posting deposits by
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credit card.
7. We are now accepting credit card payments for past-due accounts.

8. We agree that using a credit reporting agency to better evaluate new customers should be
pursued and we will work with Finance to implement in about Sx months.

Our observations disclosed the complexity of costumer hilling and cash collections, as well as operating

and maintaining the computer system. Present customer service and adminidrative saff arewdl trained and

familiar withthese aspects. We did note that thereis no comprehensive manud that maintains the numerous
procedures, guiddines and instructions for customer billing and collections. We believe that such a
document could have benefits in the future, especidly in an expanson period, and should be devised and

maintained to ensure that management’ s ingtructions

are included and updated routinely.

Our review disclosed that adminidrative and customer service staff involved inaccountsrecaivable billing
and collections have ahigh leve of performance and accuracy. Wedid note avery few exceptionsin our
review of cash controls, cash collections and accounts receivable recording which could be addressed in
the proposed manud. These exceptions have been discussed with Department personnel and are not listed
here snce none were materid, but could be used as examples in developing a manud. The proposed
manua would be separate fromthe interna departmental manua recommended inan earlier report section.

We recommend that Management consider developing a separate manual for customer service
personnd, to includethe numerous procedures, guiddines and ingtructions pertaining to customer
billing and accounts receivable.

M ANAGEMENT REsPONSE:.. We Concur. In checking further with our customer service
supervisor, there are manuas which partidly address office operating procedures. These manuas
can be updated and consolidated for use by our office daff. We expect that it can be
accomplished within Sx months.
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VI. EMPLOYEE/PERSONNEL | SSUES

The Utilities Department had 32 total employees beforethe FHorida Water Services acquigtion. After the
acquisition, there are now 49 employees: 37 in operating positions and 12 in management/adminidrative
positions. See Attachment ‘A’ for the Department’ s organizational structure.

As part of our activities, we were able to observe some of the working relationships of Utilities personnel
among themsalvesand with supervisory personnel. We did not spend considerable timeonthis activity, but
our impression was that there is at least an adequate working rdaionship. This was confirmed by the
consultant’ s report previoudy referenced. We did attend aworkshop held by the consultant that included
many operating, adminidrative and supervisory personnd. The comments and opinions of the personnel
seemed to be fredy given and appeared indicative of a good working relationship.

The recent Florida Water Services acquisition has necessitated additiona positions and organizational
restructuring. The additiond personnel and responsbilities of the South divison, inadditionto the East and
West divisons, can impact the respective duties of the Utility Operations Supervisor, the Utilities
Congtruction Supervisor and the Utility Adminigtration Manager. The full impact of this acquisition on
personnel matters has not yet been determined. To ensure continued effectiveness, Management should
bepreparedto devise further changesto personnd gaffing and duties. This could include establishing atime
line, withdecisiondates, to re-eva uate personnd saffing, responshilities and workload. This plan should
dlow for an adequate period of time to evauate the new changes arising from the acquisition.

We recommend that Management establish a plan to eval uate and ascertain whether any further
changes to personnd staffing and duties are required.

M ANAGEMENT REsPONSE: We Concur. This recommendation is particularly sgnificant in light
of theHoridaWater Services (FWS) acquisition. Utilities prepared apreliminary budget and hired
daff and equipment based on estimated FWS revenues and expenses. We have identified two
areas that appear to require saff over and above what was projected (Utility Mechanic &
Customer Service). We are presently using temporary workersto fill the void. During the next
budget preparation period, we will have the benfit of about five months of operating revenuesand
expenses with FWS on line. At that point, we fedl confident that we can make the necessary
adjustments to our staff.
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VII. CONSULTANTS

The Utilities Department hasincurred Sgnificant expenditures for two consultants to provide assistance on
many important acquisition and operations matters. We discussed this issue with the Director, at the
beginning of our audit, and whether it would be beneficid to expand the pool of consultants. The Director
stated that these consultants are well-known specidists who have prior experience withthe County, which
results in effident use of funds. The Director did state that there may be opportunities to have other
consultantshid for amdl projects not requiring the specific expertise of theexidting consultants. Hepromptly
thereafter took actionsto prepareaRequest for Qudifications for other consultants. Thiswasaccomplished
when, on June 17, 2003, BCC approved the agendaitem for these additiona consultants. We commend
the Director for such prompt actions. It is as yet too early to determine just how wel this expanded roster
of consultants will work, so management will have to ascertainif this new processisworking as expected.

We recommend that Management continueto review the issue of consultants usage to ensurethat
funds for consulting are used codt effectively.

M ANAGEMENT REsPONSE: We Concur/Action Plan in Progress.  Although we agree with the
recommendation, Utilities does periodicaly evaduate, and will continue to do so, our use of
consultants. This has resulted in some adjustments on our use of consultants. We recogni ze that
asthe Utility growswe can economicdly judify asmal engineering divisonwithin Utilitiesto handle
things such as permit renewds, design of line extensons, construction inspection, preparation of
system atlases etc.

Steps taken over the last year to achieve this god were the hiring of a construction ingpector and
engineering technician. The congtruction ingpector has reduced our reiance on consultants in the
areaof congruction contract adminidiration. The engineering technician will begin the preparation
of water and wastewater systematlases once Utilitiesrel ocatesto the Blockers Building. Presently
thisis being performed by consultants. We will be setting up the software and plotter necessary
to accomplish this a our new location. The next step in the processis to hire a Utilities Engineer;
however, the appropriate timing is about two years out as the Utilities Director is a registered
professona engineer and can handle these duties for the short term.

To reduce consultant costs, we have brought onboard two loca firmsfor performing work which
is routine in nature and does not require the expertise of our primary consultant. We have
accomplished cost savings in areas such as surveying, minor water and wastewater projects,
preparation of systematlasesand Steengineering projects. Thisis primarily due to asavingsinthe
cost of travel time, researching local records and coordination.

Aswe move forward, we will continue to develop our in house engineering capabilities and use
locd consultantseffectively. However, there are areas where the experience of nationa and state
experts will be required. Such projects will include master planning, mgjor treatment plant
additions and expansons, complex permitting, and technica and legd support for utility
acquistions. These are areas where it is not cogt effective to hire and retain in-house staff to
perform these functions.
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We reviewed the paymentsto various consultants and compared to the origind agreements. We noted that
one consultant agreement needs further review.

Hatman & Associatesis the principa engineering firm used by the Department. Hartman has been used
extengvey on the sgnificant water and wastewater projects, induding consulting on the recent Horida
Water Services acquidtion. A condderable amount of money has been expended on the numerous
projects. We reviewed the Professona Engineering Services Agreement and determined the following.

The current Agreement isdated April 4, 2000 and has no terminationdate. The Agreement statesthat each
project “...fee shdl have a not to exceed figure based on hourly compensation.” We noted that some
projects were priced with a* not to exceed hourly upset limit” of a certain amount, with no attachment or
description of compensation basis or how calculated.

The Agreement includes an Attachment ‘A’ (Hourly Rate Schedule) whichdisclosesthe gpproved hourly
rates, whichwere effective as of December 23, 1999. The Agreement states that “the basis for computing
the payment due shdl be direct number of hours times the hourly rate contained in Consultant’s Fee
schedule...as shown in Attachment A.” Our review of project work proposals and related invoices
disclosed that different (higher) rates have been charged or were included in the proposed fee of certain
projects. Further, there are differencesin postions described in consultant invoices and project proposas
than those ligted in Attachment ‘A’, which made it difficult to compare the rates.

The Agreement does state that the listed hourly rates”...may be adjusted annudly upon approva by both
parties” This may have occurred, but we found no documentation that this annua approva was
accomplished, particularly formdly. However, thereis no specified method in the Agreement to document
such approva.

Management will need to review project work orders and invoices previoudy paid to determine if the
amounts charged conform with the Agreement. Management should aso ascertain whether the possible
annua adjustments have been agreed to by both parties for rate increases since April 2000. Finaly,
Management should determine whether the Agreement should be renewed and, if so, whether the
Agreement should include an amendment process to formalize any negotiated annua rate increases.

We recommend that Management review the issues raised concerning the identified consultant
agreement and clear any materid exceptions.

M ANAGEMENT REsPONSE: We Concur. In reviewing Hartman's Agreement for Professiond
Services, we did not see an escaation clause for the hourly rates. In the next 30 days, we will
discusswiththe consultant the hourly rates. Asthe Agreement was executed over four yearsago,
| would expect an increase in hourly rates but it needs to be formalized within the framework of
our agreement.
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VIIIl. INVENTORY AND PURCHASING CONTROLS

Interna and operating controls over inventory assets (parts, tools and equipment) and genera departmental
purchasing procedures were an important component of our review. We examined inventory records,
purchasing and expenditure documentation, inventory control procedures and financia records. The
Department’ s physcal inventory of operating parts and supplieswasincluded inthe FY 2002 and FY 2003
physica inventory activities (see audit reports 2002-03 and 2003-08) conducted by Internal Audit.

Ingenerd, wefound that the responsible personnel performed their duties appropriately. We further found
that inventory and purchasing controls were adequate, but that some enhancements could be made. The
conultant report showed that inventory control was generdly considered by Department operating
personnel to be of lowimportance and therefore it was givenlow performance. We bdieve that this matter
should be assigned grester importance and that further attention is needed to inventory control, induding
tools and equipment.

Parts and chemica supplies are not located in one storage area, due to the large service area and number
of fadlities Much of the parts are in fact stored on the service trucks to ensure their availability when
required. Management should congder if, in the future, there can be a centralized storage area that is
adequately secured and readily available to service operating needs. At aminimum, the inventory stock on
service trucks should beclosely controlled, and formaly inventoried at least twice a year. Theitem counts
and amountsshould be checked (for prices, extensions, reasonableness of quantities, etc.) by someone else
not involved in the counting and reconciled to the purchasing and financid records.

We noted that work orders for repairs are not fully costed out to disclose the actual cost of service.
Further, we believe that some work orders do not record al parts that may have been used.

Because of the complexity that occurs when organizations expand quickly, it is necessary to develop more
effective inventory controls and costing procedures. This would provide better management control and
effective usage of resources.

We recommend that management consder these identified enhancements to inventory controls
and purchasing procedures.
Perform complete physical inventory of operating supplies (parts, meters and chemicals)
at least twice annudly, then reconcile to financia records.
. Consolidate to the extent practicable the operating parts and supplies inventories.
. Require work orders to be complete as to parts and supplies used and related costing.

M ANAGEMENT REsPONSE: We Patidly Concur. We are in agreement that inventory controls
and purchasing procedures need further improvement. Inventory is taken twice a year and
conducted by our construction supervisor with the assstance of fidd staff and our materias
supplier. Currently we are investigating software packages, one of which is used by the Facilities
Department, which are designed to assst usin maintenance management and inventory tracking.
Itisbelieved that sucha package would greatly enhance our ability to track and reconcile financid
records. Wearemoving cautioudy aswewant to be surethat we select the system that best meets
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our needs. Our god isto have asystem in place in about one yesar.

With regard to consolidating operating supplies and partsin one centra locetion, it would not be
practicd asit would increase response time to make emergency repairs due to our large service
area. Itisimperative in the utility business to provide customers with adequate and dependable
sarvice. Attimes, water mainshbreak and sewersback-up. These are health and property damage
issues which require quick response. Parts and materials need to be available inproximity to our
different systems. With thisin mind and conddering Internd Audit’s recommendation, we would
suggest that our god be to consolidate materids and suppliesin three locations. Onelocationis
our exiging storage fadility in Slver Springs Shoresto serve the eastern sector of the County. The
second locationwill be at the Marion Oaks Utility Site. The Series 2003-A Utility Revenue Bond
contains funds to congtruct a storage fadlity, office and saging area for our staff in the western
sector. The drawings for thisfacility are presently being prepared. We expect this facility to be
congtructed in about one year. We are now looking for alocation in the South end of the County
to provide service to the newly acquired Spruce Creek County Club, Stonecrest and Spruce
Creek South systems. These three systems have over 4,000 customers, 0 afacility in proximity
to these developmentsis required.

With respect to work orders, we believe the system dready in place can provide the information
recommended. It isamatter of training our field Saff to do abetter job of reporting the parts and
supplies used on the work order form. This can then be entered into our proposed maintenance
management systemto better track the use of parts and supplies and their related cost. Thistask
will take about one year to accomplish.
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| X. FACILITY SECURITY AND EMPLOYEE SAFETY

Our review included the evauation of fadlity security and employee safety. To accomplish this, we
performed observations of facilities and working conditions of employees. We a so discussed work place
safety procedures with operating personnel, and completed our review with discusson with Risk
Managemen.

Ingenerd, webdieve facility security is adequate and appropriate; however, wedid have some questions
whether the Department facilities were adequately protected againgt acts of terrorism. During our tour of
operating facilities, we were dert to the security features in place and became assured that such security
wasat |east adequate, especialy concerning minimizing opportunitiesfor theft and vanddism. Thiswasmost
true in comparison to potential for theft and vandalism to potential costs to increase security. The federd
“Public Hedlth Security and Bioterrorism Preparedness and Response Act of 2002 imposes certain
requirements on each utility, depending upon its Sze and other factors. One important requirement of the
Act is preparation of a“vulnerability assessment” and submission to the federa Environmenta Protection
Agency. According to the consultant’ s draft report, whicha so raised thisissue, the County must complete
this task by June 30, 2004. Thisrequirement is in addition to the established disaster preparedness plan,
and the Department may need additional resources to accomplish thisimportant compliance task.

We dso observed that security at the present administrative and business office building has some
weekness. The building is locked and darmed during non-business hours. However, during the business
day, thereisrddively easy access through the rear doors. This is subgtantialy mitigeted because thereare
a number of employees who would reedily observe the entrance of an unauthorized individud. We are
meking no recommendations for the present fadlity, sncethis building will be closed when the Department
movestoits new officein Ocalain 2004. Wedo suggest that Management thoroughly review the need for
increased security at the new building to limit non-employee access to only authorized areas and to further
protect the employees, equipment and cash assets involved in customer rdaions and the collecting and

handling money.

Facility securityisof courseanongoing concern of Management, who isresponsible for appropriate actions
to prevent or minimize the probability of adverseacts againgt personnel and assets. Management has stated
that appropriate actionswill be taken.

We recommend that Management maintan facility security a operating plants and
adminigrative/lbusiness office, and enhance as needed to comply with required rules and
regulaions, particularly the Public Hedlth Security and Bioterrorism Preparedness and Response
Act of 2002.

M ANAGEMENT REsPoNSE: We Concur/ActionPlanin Progress. The Public Health Security and
Bioterrorism Preparedness and Response Act of 2002 requires utilities to conduct a vulnerability
assessment. Thisassessment will be submitted by Utilitiesto EPA by the June 2004 deadline. As
areault of thislaw, we have begun taking steps to reduce vulnerability. Severa of our employees
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have taken training classes being offered by the regulatory agencies and the various trade
organizations.

Some additional measures aready taken include the repair of fencing around water plants and
maintaining security lighting. The Sheriff’s Department now has a lig of dl water plants and we
undergtand that deputiesand/or crime watch staff vist our fadilitiesperiodicaly. Asrecommended
by Internd Audit, Utilities will implement security measures in our new adminigration building to
limit access by non-employees.

Employee job safety seems to be a Sgnificant management priority. We observed that employee safety
appears adequate in generd.

We bdieve that the employees are adequately safety conscious and have appropriate knowledge about
personal safety issuesand procedures. They appear to follow gpplicable safety precautions and are given
adequate tools and safety-related equipment. However, the consultant’ s draft report raised the issue that
the Department’ soccupational injuries(whether or not resulting inemployeelost time) are 60% higher than
the benchmarked industry average. There was no explanation provided.

We discussed with Risk Management thisissue of occupationa injuries and employee accident reporting
procedures, withgpecific regard to the Department’ sempl oyee safety by thetypeof work performed. Risk
Management expressed no particular concernswiththe Department’ sinjuryrate. Further, the Department’ s
injury rate does not gppear exceptiona and conforms closaly with the City of Ocaa's utility department.
Reportedinjuriesare generdly of aroutine and expected nature (pulled muscles, scrapes, scratches, etc.)
and most of which did not require medica trestment other thanavist to the dinic or Express Care. Absent
other information on benchmarks used by the consultant, it seems possible that the County and City are
morediligent inensuring dl potentia injuriesaretimedy reported, even if no logt timeisinvolved. However,
athough there does not appear to us to be a problem regarding occupationd injuries, we do suggest that
Management performitsownandyss and research onthisissue to determine if thereis a problemrequiring
remedia action.

Werecommend that Management pursue the consultant’ sassertion that Department occupational
injuries appear to consderably exceed the benchmark industry average.

Management Response: We Concur. We agree with Internal Audit's statement that Risk
Management has expressed no particular concerns withour safety record and injuryrate. Wehave
discussed this with our performance evauation consultant and we bdlieve that our highinjury rate
is due to accurate reporting of any and every “onthe job” incident, even though very few result in
lost work time or medica expense.

The Utilities Director informed us of a ggnificant safety-related issue that had been under consideration by
the former Public Works Bureau Chief. This involved the creation of a“safety officer” postion which, if
approved by BCC, would be responsible for bureau-wide (particularly Utilities, Solid Waste, Fleet) safety
training and ingpections. This position would aso be available to assist the bureau’ s departments with
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employee traning needs. This would incdude determining and recommending which professond,
educational or technical courses or seminars are needed to

benefit the operations of the departments, as wel as monitoring the results of the training by individua
employees. We bdieve that Management’ s increased emphasison safety isgppropriate and commendable
and that the safety officer podtion has merit. We therefore suggest that Management continue its
consderation of both.

During our meeting with Risk Management, we discussed generd employee safety issues. We were told
that Risk Management was trying to provide annud safety ingpections of certain County departments, but
gaffing conditions have necessarily resulted in more extended periods between such inspections. Further,
there is a County-wide Safety Advisory Committeethat has been mosdtly inactive for a period of time, but
Risk Management hopesto make it amore active committee sometime inthe future. Risk Management aso
offersa”“Generd Safety Training Program,” whichisafour hour coursethat trains a department employee,
who then returns to the department to train co-workers.

Risk Management has offered to assst the Public Works Bureau or any of its departments to design the
safety officer position or safety training programand to determine or assist inwriting the necessary policies
and procedures. We suggest that Management accept Risk Management's offer should the position of
safety officer be further evaluated. At a minimum, Management could confer with Risk Management to
determine which of its available services, referenced above, would benefit the Department’ s current and
future needs.

We recommend that Management pursue its contemplated additiond safety issues, including
creation of asafety officer positionand working withRisk Management to provideadditiona safety
functions.

Management Response: We Concur. Safety isemphasized and we have empl oyeesparticipate
in avalable safety traning. In this year’s budget, the previous Public Works Bureau Chief
authorized a safety officer position to be assigned to the Engineering and Roads Department. We
hope to utilize that person on a limited bads in Utilities  If that is not practical, we have had
discussons with Solid Waste on the possibility of sharing a safety officer, possibly inthe FY 04/05
budget year.

It is our pogition that the safety officer positionisthe key to our abilityto work safer. Weenvison
that the safety officer would keep abreast of the Federal & State regulations, conduct and/or
arange for various training and observe our work crewsand fadilities.  Safety onthejob canonly
be attained withthe support of management, the monitoring of our operation, continuous input from
and feedback to our employees and training. We bdieve that afull ime safety office is needed to
accomplish this and we will work with Adminigiration and Human Resources to get a postion
established if the safety officer assgned to Engineering is not available to us.
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ATTACHMENT B

FINANCIAL ANALYSIS

UTILITIESDEPARTMENT

Comparison of Statement of Revenues, Expenses and Changes

in Retained Earnings for

Fiscal Years 2003-1999

Total Operating Revenues

Total Operating Expenses

Operating Income (Loss)

Total Nonoperating Revenues (Expenses)

Income Before Contributions & Refunds

Contributions & Refunds

Change in Net Assets  (a)

(a) Terminology and presentation changed during FY2002. Terminology was “Net Income (Loss)” in previous years.

(Unaudited) FY

FY ended

FY ended

FY ended

FY ended

ended  Sept. Sept. 30, 2002 Sept.30, 2001 Sept.30, 2000 Sept.30, 1999
6,943,977 6,100,484 4,242,831 2,962,525 2,785,026
4,730,255 4,131,423 3,654,084 2,137,431 2,115,590
2,213,722 1,969,061 588,747 825,094 669,436

(1,606,992) (1,447,295) (848,143) (471,735) (520,253)
606,730 521,766 (259,396) 353,359 149,183
(12,537) (431) 0 0 0

$594,193 $521,335 ($259,396) $353,359 $149,183
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