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CITY OF RIVERSIDE, CA
Final Report of the Performance Assessment and Financial Review of the City Manager’s Office

1. INTRODUCTION AND EXECUTIVE SUMMARY

The Matrix Consulting Group was retained by the City of Riverside to assess the
operational and management processes of the City Manager’s Office. This study was
designed to provide an understanding of the Office’s organizational structure, functions,
the efficiency and effectiveness of the overall processes and operations, as well as
compliance with financial regulations. At this concluding point of the study, the project
team has assembled this report, which summarizes our findings, conclusions, and
recommendations.

1. OVERVIEW OF THE STUDY

The City of Riverside has initiated a process through which it will study three
different City Departments each year to ensure that those departments are operating in
a manner that is operationally and financially efficient / compliant with any regulations.
The City Manager's Office is one of the departments that is being assessed in this
manner. All operational and any financial transactions associated with the City Manager’s
Office were studied and evaluated to ensure that they are efficient and compliant with not
only city policies and procedures but also government regulations.

This report provides specific recommendations to improve processes and ensure
that services are being provided efficiently and effectively. By conducting this study, the
City of Riverside and the City Manager’s Office is committed to a process of continuous
improvement for this office. Implementing the recommendations contained in this report
will aid the City and the Office in its ongoing effort to conduct operations efficiently and
effectively.

2. STUDY SCOPE AND METHODOLOGIES

In this study, the Matrix Consulting Group’s project team utilized a wide variety of
data collection and analytical techniques. The project team conducted the following data
collection and analytical activities:

. Developed an in-depth understanding of the key issues impacting the City
Manager’s Office (CMO). To evaluate the Office’s operational duties, the Matrix
Consulting Group conducted interviews with all employees within the CMO.
Interviews focused on the use of technology, the levels of service provided by the
Office, and the resources available to provide those services and conduct
operations.

. Developed a ‘profile’ of the City Manager’s Office. The Matrix Consulting Group
conducted interviews with all City Manager Office staff to document current
organization of the Office, the structure of the Office, types of services offered, etc.
This document was utilized as a “base” point of comparison for further analysis
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and comparison for all recommendations.

. Identified key strengths and opportunities for improvement. The best
management practices included comparisons to industry standards developed by
professional organizations and practices utilized by other public sector entities.
The project team focused on best management practices for strategic planning,
intergovernmental affairs, public information services, marketing, and internal audit
services as those are the key functional areas for the City Manager’s Office.

. Checked transactions for compliance with city policies and procedures. The
project team evaluated various financial transactions within the City Manager’s
Office to ensure that appropriate records are kept to ensure compliance with
generally accepted accounting principles and applicable statutory and regulatory
requirements.

. Conducted further analysis of issues identified and summarized analysis in
the project report. Based on initial findings, the project team evaluated additional
data, analyzed issues, including alternatives to service delivery options. The
analysis resulted in recommendations that would streamline the services provided
by the CMO and help it and the City of Riverside meet its strategic goals.

The objective of the study was to examine the core services (oversight, strategic
guidance, internal auditing, marketing, etc.) provided by the City Manager’s Office and
determine the efficiency and effectiveness of service delivery to the organization.
Additionally, staffing levels and workload analyses were conducted to ensure that work
was being performed efficiently.

3. STRENGTHS AND NOTABLE ACCOMPLISHMENTS.

In May 2015, a new City Manager was appointed by the City Council. Shortly
thereafter, three Assistant City Managers were appointed by the City Manager in order to
lead the implementation of the City Council’'s strategic goals and directives, provide
financial leadership and enhance customer service. This was a significant change in the
executive leadership of the City of Riverside.

Notable accomplishments that have been achieved since this executive transition
include:

. Developed and implemented a Citywide Performance Measures and Reporting
Program;

. Developed and implemented a biennial budget and 5-year plan;

. Created with City Council approval a “Sunshine Ordinance” which requires 12

days of public notice before City Council and other public meetings, to provide
the public with more time to examine proposals coming before the City Council;

. Coordinated legislative and intergovernmental efforts with the addition of an
Intergovernmental Relations Officer;
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. Established a more independent Internal Audit Division with governing rules and
a functional reporting line to the City Council;

. Implementation of the interdepartmental One Stop Shop;

. Completion of hiring of Department Head positions;

. Opened a new cable TV production studio (RiversideTV), expanding viewer
services; and

. Received numerous national awards recognizing the City’s efforts related to

Communication, Budgeting and Internal Auditing.

Additional strengths are identified in detail in the best management practices
assessment that is attached as an appendix to this report. During the evaluation of this
Office, several overarching themes became evident such as the high levels of service
provided by City Management with the emphasis on strategic plan implementation, the
award winning Internal Audit Division, a technologically superior Cable TV production
studio, and dedicated staff member to public information need and intergovernmental
relations.

4. OPPORTUNITIES FOR IMPROVEMENT.

The project team has taken all of the recommendations provided in this report and
consolidated them into the following table to enable a quick overview.

# ‘ RECOMMENDATION
ADMINISTRATION

1 The City Manager’s Office should develop a Biennial Report of City-wide
accomplishments and efforts that have been achieved during the preceding two years.

2 The City Manager’s Office should utilize “311 Riverside” for the tracking and monitoring of
all citizen requests received by the Office.

3 The City Manager's Office should add a Principal Management Analyst position to review
staff reports, oversee contracting and purchasing for the Office, and be in charge of
developing the Biennial Report for the City.

MARKETING & COMMUNICATIONS DIVISION

4 The Marketing & Communications Division should increase staffing by one position to
account for increased demand from departments and to address the increasing backlog of
work that cannot be completed.

5 All staff (Project / Marketing Coordinator, Project Specialist, and Web Designer) should
track their time through HIVE to provide the necessary data to evaluate future staffing
requirements.

6 The Marketing & Communications Division should implement the transition of submitting all
Social Media posting requests through the HIVE tracking system. Implementing this change
will help the Division track workload, performance measures, level of social engagement
(ties to Riverside 2.1) and potential staffing resources.
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#

RECOMMENDATION

The Marketing & Communications Division should also require that all web design related
requests (even if initially submitted to the IT Help Desk) should be submitted through HIVE.
This will enable the Division to track the workload generated based upon web design and
the time associated with each web-design activity.

The Marketing & Communications Manager should provide HIVE training to the users of
the system — internal staff in the Division and other City Departments. The training should
focus on the use of the system by the requestors to ensure that all requests are approved
and submitted in a timely manner. The training for the internal Communications staff should
be on the use of the HIVE system to ensure that all time is appropriately being tracked, time
that includes prep time to post production time.

Data from the HIVE should be evaluated annually and can be used for a variety of purposes
including: generating performance measures, allocating Marketing & Communications
Division costs to City Departments, and determining the staffing resources for the Marketing
& Communications Division.

INTERNAL AUDIT

10

The Internal Audit Division should augment its current staffing levels by adding a position
at the Internal Auditor level. The addition of this position will allow the Division to provide
additional audit-related services and allocate more hours to annual recurring activities.

COMMUNITY POLICE REVIEW COMMISSION

11

The invoicing practices for the Executive Director should be revised to provide detail such
as deliverables, major tasks performed, or hours spent working on commission related
activities.

12

The Request for Proposals (RFP) for the Executive Director Position should include
provisions that state all submissions should provide a detailed task plan and provide
deliverable based billing for a fixed price.

13

The Executive Director position should continue to be contracted out, as there are cost
savings associated from lack of benefits, retirement, and other personnel costs. A true
cost savings analysis should be conducted once the new invoicing / RFP is implemented,
to determine if the current level of service is commensurate with the payments to the
consultant.

14

The Community Police Review Commission should functionally remain housed within the
City Manager’s Office to maintain its independence from the Police Department.

15

The Community Police Review Commission should update the archiving content of its
website, as well as the look and feel of its website with support from the City’'s Web
Designer.

FINANCIAL COMPLIANCE REVIEW

16

At the direction of the City Manager’s Office, City Departments should establish monthly
spending limits for purchases made via the Office Depot blanket purchase order. The City
Manager’s Office should establish its policy to demonstrate the best practice.

17

Purchases made under the Office Deport blanket purchase order should be subject to
item restrictions that are, at minimum, the same as restrictions in P-Card Policy
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# RECOMMENDATION

18 All staff handling p-card transactions should be retrained regarding the requirements of
the p-card policy related to eligible transactions, transaction limits and exclusions, and the
documentation required for each type of transaction especially food related purchases.
Additionally, staff should be provided additional information regarding existing PSA
agreements and how to utilize for rental services.

19 The City should further review the p-card policy and consider updates and modifications
specifically regarding the purchase of food.

The following report provides further detail regarding each of the specific
recommendations outlined including a narrative description of the issues faced by the City
Manager’s Office that were analyzed to arrive at the recommendations noted above.
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2. PROFILE OF THE CITY MANAGER’S OFFICE

This document provides a descriptive profile of the City of Riverside’s City
Manager’s office. The purpose of the descriptive profile is to document the project team’s
understanding of the City Manager’s Office, staff allocation, and principal duties and role
of each position. Data contained in the profile were developed based on the work
conducted by the project team, including:

Interviews with all staff in the CMO;
Collection of various data regarding workload; and
. Documentation of key practices.

The descriptive profile does not attempt to include every organizational and
operational facet of the Office but to provide an overview and to serve as the “base line”
or “status quo” against which any recommendations made at the conclusion of the study
can be compared to demonstrate the change in organizational structure, staffing or
operational practice.

The structure of this descriptive profile is as follows:
. Organizational charts showing all positions and their reporting relationships.

. Summary descriptions of key roles and responsibilities of staff, and responsibility
descriptions of the major programs and service activities of staff assigned to each
functional unit. It should be noted that responsibility descriptions are not intended
to be at the “job description” level of detail. Rather, the descriptions are intended
to provide the basic nature of each assigned position including deployment and
work schedules, program targets and service descriptions.

. Workload and service level indicators, as available, are provided.

The City Manager’s Office is responsible for implementing the polices and goals
that have been established by the City Council. This includes working with the Mayor’s
Office, City Council, all city departments, employees, employee unions, residents,
external organizations (including boards and commissions), and other agencies to
implement the various policies. In addition to policies and goals, the City Manager’s Office
is accountable for the strategic and financial direction of the City and the development
and implementation of the budget to guide operations. The City Manager’s office also
manages all communication and messages on behalf of the City through the
Communications and Marketing Division.

1. CITY MANAGER’S OFFICE STRUCTURE.

The City of Riverside’s City Manager’s Office consists of six divisions, as shown in
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the following table:

Division Areas of Responsibility

Administration * Providing oversight, strategic direction, and support to City
Department’s operating divisions.

» Policy and procedure oversight and development.

» Budget development and monitoring.

» Constituent matters.

» Labor and contract negotiations.

» Reviewing all agenda items and staff reports on behalf of
operating Departments.

» Conducting special strategic and financial initiatives on behalf of
City Council.

Intergovernmental Relations » Coordinating with local jurisdictions regarding regional concerns
and issues.

* Managing the contracted lobbyists on behalf of the City to
County, State, and Federal governments.

» Serving as point of contact for any external agencies working
with the City.

Public Information Office « Communicates the work of the city to residents and the press,
including programs, initiatives, or city positions.

» Writes, releases, and provides information related to press
releases or editorials produced on behalf of the City Manager’s
Office or individual City Departments.

» Schedules community or press meetings for the City Manager to
communicate city actions or policy to the community.

» The Communications Officer overseeing this function splits time:
two-thirds City Manager’s Office and one-third Mayor’s Office.

Community Police Review » Promotes public confidence in Riverside Police by enhancing

Commission communication and providing an avenue for citizen review of
police actions.

* Reviews and potentially investigates citizen complaints regarding
Riverside Police, and recommends modifications to Police
Department policy.

» Reviews and produces reports regarding officer-involved
shootings and/or officer-involved deaths, and an annual report
regarding all actions of the Community Police Review
Commission.

Internal Audit » Conducting performance audits of operating departments.

» Evaluating processes in City Departments.

» Tracking implementation of projects conducted by internal and
external auditors.

» Consulting with City executives and departments on operational
and performance issues.

» Development and implementation of the performance measures
effort.
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Division

Areas of Responsibility

Communications Office

Administering the public access channel for the City.
Posting all social media messages on behalf of the City.

Publishing the quarterly magazine for the City.
Generating audio and video media for the City.

The following organizational chart summarizes the overall structure of the City
Manager’s Office. Each Assistant City Manager is responsible for specific functions within

the Office and a set of operating departments.

ORGANIZATIONAL STRUCTURE
CITY MANAGER’S OFFICE

City Manager
Assistant City Assistant City Assistant City Intergovernmental .
Manager Manager Manager Relations Internal Audit
Community
Police Review Intemal Audit
Commission
Communication Infgrlr’rt\)gﬁon
City Departments
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The following tables summarize the staffing distribution of the City Manager’s
Office by Division.

City Manager Division FTEs

Administration

Community Police Review Commission
Communications Office

Internal Audit

Public Information

Intergovernmental Relations

TOTAL FTES 21

NN I I=Y BN

2. CITY MANAGER’S OFFICE - ADMINISTRATION.

The Administration Division of the City Manager’s office houses the City Manager,
the Assistant City Managers, and their support staff. This section is responsible for
working in conjunction with the Mayor’'s Office and City Council to promote and
implement the goals and strategic direction identified by City Council. Each Assistant
City Manager oversees specific areas as it relates to the City.

(1) Organizational Structure.

The plan of organization for the Administration Division is presented in the
organization chart below.

City Manager

(1.0 FTE)
I
I I
Assistant City Executive
Manager Assistant
(3.0 FTE) (1.0 FTE)
I
[ 1
Executive Principal
Assistant Management Analyst
(1.0 FTE) (1.0)

(2) Staffing Allocation.

The table below provides a summary of the staff supporting City Manager’s
Administration section, by function and classification, and also summarizes key roles and
responsibilities of each position.
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Classification Title

# of
Authorize
d
Positions

# of
Vacant
Positions

Key Roles and Responsibilities

City Manager

1.0

0.0

Oversees all citywide operations
Coordinates with City Council and other external
agencies to promote Riverside values in the
community

Develops special programs and projects for
implementation

Strategic planning and goal setting
Performance measure development and
implementation

Provides general guidance and direction to
Assistant City Managers

Assistant City
Manager

3.0

0.0

Lead and support City Departments and
operations with fulfillment of strategic initiatives
and goals

Respond to high-level issues and concerns that
affect city departments

Preside over weekly meetings with Department
managers

Labor Relations / contract negotiations

Develop and implement a policy budget
Participate in bi-weekly executive leadership
team meetings

Oversee special projects and initiatives dictated
by the City Manager and City Council

Principal
Management Analyst

1.0

0.0

Reports directly to the Assistant City Managers

Reviews all staff and agenda reports

Conducts special studies and policy projects on
behalf of the Assistant City Managers

Updates administrative policies and procedures
manual as it relates to the City Manager’s Office
Assists with processing of contracts

Executive Assistant

2.0

0.0

Report directly to City Manager / Assistant City
Manager

Manage calendar and appointments for the
executives

Coordinate meetings with internal and external
agencies

Process contracts and invoice payments on
behalf of the City Manager’s Office

Handles employee, department and constituent
issues on behalf of executives

Matrix Consulting Group
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3. INTERGOVERNMENTAL RELATIONS.

The Intergovernmental Relations Division of the City Manager’s Office consists of
one full-time employee whose primary function is to coordinate with other governmental
entities to promote the strategic initiatives of the City of Riverside. This involves working
with local, county, statewide, and federal contacts.

(1) Organizational Structure.

The plan of organization for the Intergovernmental Relations section is presented
in the organization chart below.

City Manager

Intergovernmental
Relations Officer
(1.0 FTE)

(2) Staffing Allocation.

The table below provides a summary of the staff supporting the Intergovernmental
Relations Section, by function and classification, and also summarizes key roles and
responsibilities of each position.

# of # of
Classification Title | Authorize Vacant Key Roles and Responsibilities
d Positions
Positions
Intergovernmental 1.0 0.0 ¢ Reports directly to the City Manager
Relations Officer e Manages the City’s intergovernmental strategy

including the contract with the state lobbyist

¢ Reviews any legislation at the state level that
directly impacts the operations of the City

o Attends Council meetings and board meetings
of other local agencies

o Liaises with other external agencies on behalf of
the City

¢ Serves as the Federal Grant Management
contact on behalf of the City

4. PUBLIC INFORMATION OFFICE.

Similar to the Intergovernmental Relations section, the Public Information Division
consists of one employee. The Public Information Officer / Communications Officer
position is shared between the City Manager’s Office (two-thirds of time) and the Mayor’s
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Office (one-third of time). The primary purpose of this division is to deliver a unified
message on behalf of the City to the public, to communicate information about city
programs and initiatives, and to respond to citizen questions of concerns about city
operations.

(1) Organizational Structure.

The plan of organization for Public Information Office is presented in the
organization chart below.

Mayor City Manager

Communications
Officer
(1.0 FTE)

(2) Staffing Allocation.

The table below provides a summary of the staff supporting the Public Information
Division, by function and classification, and also summarizes key roles and
responsibilities of each position.

# of # of

Classification Title | Authorized Vacant Key Roles and Responsibilities
Positions | Positions

Communications 1.0 0.0 ¢ Reports jointly to the Mayor and City Manager.
Officer e Communicates with the public on behalf of the
City regarding any program, initiative, action,

initiative, or policy.

¢ Schedules meetings with community groups for
speaking engagements for the City Manager or
Department Heads.

e Understands current city policy and positions
and communicate those positions; answer
technical questions on programs and policy.

e Writes press releases or op-eds to
communicate city positions, policy, actions and
programs.

o Assists Department Heads and City Leaders
with external communications.

e Speak directly to news outlets on behalf of the
City, as necessary.

o Splits time: 2/3 to City Manager’s Office and
1/3 to Mayor’s Office.
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5. COMMUNITY POLICE REVIEW COMMISSION.

The Community Police Review Commission is an independent commission that
reviews the actions and policies of the Riverside Police Department, in addition to citizen
complaints. The Commission itself is made up of nine volunteer members. There is a
full-time position in the City Manager's Office that manages the administrative
components of the Commission. There is also an Executive Director position which is
handled by a contract with a private consultant.

Q) Organizational Structure.

The plan of organization for the Community Police Review Commission is
presented in the organization chart below.

City Manager

[

Executive
Director
(1.0 Contract)

I

Sr, Office
Specialist
(1.0 FTE)

(2) Staffing Allocation.

The table below provides a summary of the staff supporting the Community Police
Review Commission, by function and classification, and also summarizes key roles and
responsibilities of each position.

# of # of
Classification | Authorized Vacant Key Roles and Responsibilities
Title Positions Positions
Executive 1.0 0.0 e Oversees operations of the Commission.
Director e Supervises Sr. Office Specialist.

e Develops report for the Commission including
meeting reports and the Annual Report.

e Provides administrative support to the Commission
in carrying out assigned duties.
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# of # of
Classification | Authorized Vacant Key Roles and Responsibilities
Title Positions Positions

Sr. Office 1.0 0.0 e Reports to the contracted Executive Director of the

Specialist Commission.

e Provides administrative support to the
Commission, Commission members, and the
Executive Director of the Commission.

e Schedules commission meetings and prepares
meeting agendas.

e Assembles and edits reports for the Commission,
including meeting reports and the Annual Report.

e Receive and process citizen complaints filed with
the Commission and forward them to Police
Department Internal Affairs.

e Attend meetings and record minutes.

e Perform general office support for the Commission
including file maintenance and retention.

e Periodically update information on the
Commission’s website, including posting minutes,
report, policy recommendations, and findings.

6. INTERNAL AUDIT.

The Internal Audit Division conducts performance and process audits of City
operations and departments. The Internal Audit Division assists the City in accomplishing
its strategic goals and objectives by bringing a systematic and disciplined approach to
evaluate and improve the effectiveness of risk management, internal control and
governance processes. The Division is also responsible for the development and
implementation of the performance measure initiative, grant administration, and
oversight of annual audits. The division provides independent and objective feedback on
city programs, activities and functions. A fiscal two-year audit work plan is developed
and approved by the City Council to add value and improve operations.

Resolution No. 22988, approved by the City Council on February 23, 2016,
established the Governing Rules for Internal Audit and provides the framework for the
conduct of the function as an independent and objective assurance and consulting
activity. The Internal Audit Division reports administratively to the City Manager and/or
a designated Assistant City Manager and functionally to the City Council.

Q) Organizational Structure.

The plan of organization for the Internal Audit Division is presented in the
organization chart below.
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(2) Staffing Allocation

BRSO~ — = === == ———— |

City Manager

Internal Audit Manager
(1.0 FTE)

Sr. Internal Auditor
(1.0 FTE)

The table below provides a summary of the staff supporting the Internal Audit
Division, by function and classification, and also summarizes key roles and

responsibilities of each position.

Manager

# of # of
Classification Title | Authorize Vacant Key Roles and Responsibilities
d Positions
Positions
Internal Audit 1.0 0.0 ¢ Reports directly to City Manager through an

Assistant City Manager.

¢ Indirect reporting relationship with the City
Council.
Manages a staff of one full-time employee
Generates a caseload for the Division based
upon the Internal Audit Action Plan

¢ Oversees the development and implementation
of the performance measurement program.

¢ Grants administration

¢ Oversees annual audits

o Oversees implementation of recommendations
from previous internal and external audits

e Supports City Manager’s Office with special
projects

Matrix Consulting Group
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# of # of
Classification Title | Authorize Vacant Key Roles and Responsibilities
d Positions
Positions
Sr. Internal Auditor 1.0 0.0 e Reports directly to the Internal Audit Manager

e Provides support to Internal Audit Manager in
developing audit plans

e Conducts interviews and collects data for the
audits required to be conducted.

e Conducts process and performance audits of
City Departments based upon assigned audits

e Prepares audit reports for distribution to City
Council

7. MARKETING AND COMMUNICATIONS.

The Marketing & Communications Division of the City Manager’s Office, similar to
the Public Information Office, is responsible for presenting a unified message on behalf
of the City to its residents. The message is provided through a Cable Access TV
Channel, Programming on that Channel, the Website, Social Media, and a Quarterly
Magazine. The Marketing & Communications Division works closely with other City
Departments and divisions to ensure that any message being posted on the website or
a video is in alignment with the City’s overall goals and objectives, and is in the style
guidelines set for the City.

(2) Organizational Structure.

The plan of organization for the Marketing & Communications Division is

presented in the organization chart below.

City Manager

Assistant City Manager
(3.0 FTE)

Marketing Manager
(1.0 FTE)

Marketing Project Graphics Marketing Project Web Designer Sr. Communications
Coordinator Technician Assistant (1.0 FTE) Tech
(1.0 FTE) (2.0 FTE) (1.0 FTE) ) (1.0 FTE)
Communications
Tech
(2.0 FTE)
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(2) Staffing Allocation.

The table below provides a summary of the staff supporting the Communications
Division, by function and classification, and also summarizes key roles and
responsibilities of each position.

# of # of
Classification Title | Authorized Vacant Key Roles and Responsibilities
Positions | Positions

Marketing Manager 1.0 0.0 e Reports directly to the Assistant City Manager
and has 6.0 direct reports.

e Supervises the Marketing Division including day
to day operations and task assignment to
ensure full utilization of staff.

e Works with City Departments to consult and
produce communication projects or initiatives
they want to launch.

e Manages projects and performs ongoing
monitoring of communications programs.

e Oversee ongoing communication policy
development, such as video, web, and social
media policy; and the City’s style guide.

Marketing Project 1.0 0.0 ¢ Reports directly to the Marketing Manager

Coordinator e Oversees all social media for the City

o Drafts all social media posts for the City —
written, video, or photos

e Coordinates any social media advertisements or
posts on behalf of other city departments

e Works on special projects as requested by the
Marketing Manager

e Advise department supervisors of procedures
and reporting deadlines for work-related injuries

¢ Contributes to the quarterly magazine
production

Graphics Technician 2.0 0.0 ¢ Report directly to the Marketing Manager

¢ Design all marketing materials on behalf of the
City

o Generate designs as it relates to the Magazine,
Website, Brochures, and Strategic Plans

¢ Develop PowerPoints on behalf of City
departments

e Produce newsletters and flyers

¢ Review all materials produced by the City for
compliance with the City style guide
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# of # of
Classification Title | Authorized Vacant Key Roles and Responsibilities
Positions | Positions

Marketing Project 1.0 0.0
Assistant

Reports directly to the Marketing Manager
Serves as the City Photographer

Manages the photo database for the City
Writes articles for the Quarterly Magazine
Updates the Community Calendar Page daily
Generates all voice recordings on behalf of the
City

Web Designer 1.0 0.0 ¢ Report directly to the Marketing Manager.

o Writes code to build and design the City’s
websites on behalf of City Departments.

o Performs web and email requests to launch
online or emailed communications.

¢ Troubleshoots website issues from minor errors
to complete redesigns.

e Provide training to city employees regarding
newsletter creation and website editors.

¢ Manages the GovDelivery mass email system.

Sr. Communications 1.0 0.0
Technician

Reports directly to the Marketing Manager

Oversees two Communication Technicians

Manages the Govt Access TV Channel

Produces all content on the Channel — including

scriptwriting

¢ Attends all Council Meetings and Commission
Meetings

e Manages the funds from the PEG fund for

purchases / acquisition of new equipment

Communications 2.0 0.0 ¢ Report directly to the Sr. Communications Tech

Technician ¢ Record all Council / Commission Meetings
Provide technical assistance to City
Departments on use of equipment

o Write scripts for programming on the channel

¢ Edit all content produced for airing on the
channel

e Assist Sr. Communication Technician with
special projects

8. RIVERSIDE 2.1 - STRATEGIC PLAN

The City of Riverside has developed a Strategic Plan outlining the key goals and
initiatives by department and function area. The current version of the Strategic Plan
Riverside 2.0 is in the midst of being updated to Riverside 2.1. Riverside 2.1 will
incorporate any new strategic initiatives, or eliminate initiatives that have already been
completed, as well as outline performance measures to measure the impact of the goals.
The following table show the updated strategic initiatives outlined for the City Manager’s
Office:
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Strategic Initiative Implementation Timeline

Continue leading a citywide customer service initiative to instill a Ongoing Initiative
culture of helpfulness, throughout all departments and employees.

Continue biennial Quality of Life Survey to obtain feedback from Ongoing Initiative
residents, businesses and customers regarding City services and
activities, and community needs and priorities.

Continue facilitating a culture of continuous improvement and In year 2 of the ongoing
innovation in the workplace through regular process improvement effort
activities, rewarding innovative practices and regular review of
department operations on a triennial basis.

Conduct feasibility reviews of proposed community facilities analyzing Under development
demand, location, design, cost estimates, and financing alternatives
including grants and public-private partnerships.

Develop Performance Measures to assess and track effectiveness and Under development and
quality of City programs and services; regularly publish results. implementation
Strengthen external media communications with targeted outreach Ongoing Initiative

efforts to showcase the activities of the City.

Grow our audience by developing a range of content that reaches a Ongoing Initiative
diverse audience through a variety of mediums with a focus on social
web, and email marketing.

Maintain citywide calendar to strengthen and unify marketing efforts Ongoing Initiative
across the City. Implement internal calendar option for highlighting
initiatives from all departments.

Coordinate legislative and intergovernmental efforts with key local Ongoing Initiative
agencies.

Develop video content for RiversideTV that is uniquely Riverside. Ongoing Initiative
Produce a Biennial Report to include departmental accomplishments Starting in 2018 - an
and progress in implementing the Strategic Plan ongoing initiative

As the table indicates the City Manager’s strategic initiatives are not goals that
will end after a certain point in time but reflect the effort for continuous improvement and
growth. Certain initiatives such as triennial audits of departments have already been
implemented and started along with implementing programs such as the One Stop Shop
for Community Development.

Similar to the City Manager’s Office, the Communications office has already
begun efforts on many of these strategic initiatives. There is a dedicated staff member
for Social Media engagement, as well as an effort to review all documentation
(powerpoints, brochures, social media posts) on behalf of other departments for a
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consistent message across the City. The Intergovernmental Officer position specifically
works on coordinating legislative and intergovernmental efforts in the area, even though
it is listed as a Communications goal, the staff position is housed in its own section in the
City Manager’s Office. There have also been significant improvements to the production
studio and programs to enhance the programming that is provided by the
Communications office to residents.
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3. BEST MANAGEMENT PRACTICES ASSESSMENT

As part of the analysis of the City Manager’s Office, the Matrix Consulting Group
project team utilized a wide variety of data collection and analytical techniques to
compare the Office’s current services with measures of effective organizations based on
industry standards. The measures utilized have been derived from the project team’s
collective experience and represent the following ways to identify improvement
opportunities:

. Statements of “effective practices” based on the study team’s experience in
evaluating operations in other cities or “standards” of the services from other
organizations.

. Other statements of “effective practices” or “performance targets” based upon
consensus standards or performance goals derived from national or international
professional service organizations.

. Identification of whether and how the Office meets these performance targets.

Overall, the City Manager’s Office is a well-managed department meeting most of
the best practice standards established by the industry as well as “best-in-class”
agencies including a 5-year plan, strategic plan, performance measurement
development, and a biennial budget.

The purpose of this assessment is to identify any opportunities for efficiency and
cost savings. The assessment is presented in the matrix format with the performance
target in the left-hand column, whether the Office meets the target in the second column
(thus representing a ‘strength’), and potential improvement opportunities in the far-right
column. Following the matrix are summary conclusions arising from this assessment.

Improvement

Performance Target Strengths Opportunities

Administration and Management

A strategic plan has been There is a strategic plan currently in
developed and is updated every place, called Riverside 2.0. The
other year. strategic plan was developed in 2015

and is currently being updated in
2017 to Riverside 2.1

The City’s Strategic Plan is used The strategic plan is the primary
to assist policy makers and driver for Council & City Management
management in guiding decisions. | in organizing priorities for the year.
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Performance Target

Strengths

Improvement
Opportunities

The City’s Strategic Plan is used
as the basis of an Annual Work
Plan.

The City’s Strategic Plan is the
primary basis of efforts and work
priorities developed by the Assistant
City Managers. This is supplemented
by the biennial budget which serves
as the policy guidance on strategic
initiatives.

The City prepares 5-year revenue
and expenditure projection that
include anticipated service
demand levels and future costs.

There is a five-year financial plan that
is developed for the biennial budget
and a five-year capital improvement
program.

The Office conducts monthly
group meetings with all
department heads to discuss
major issues and areas which
may require cooperation among
departments.

There are bi-weekly Executive
Leadership Team (ELT) meeting with
all Department heads, the City
Manager, and the Assistant City
Managers. This is supplemented by
regular meetings between the
Assistant City Managers and their
assigned departments.

Annual in-depth review of each
department by the City Manager
conducted as part of performance
evaluations.

The City Manager’s Office is
committed to conducting an in-depth
financial and management review of
three different City Departments
every year.

In 2016, the three departments were
Finance, Human Resources, and
Riverside Public Utilities, and in 2017
the three departments are City
Manager, Mayor’s Office, and the
Police Department.

Additional the Office conducts budget
reviews and annual performance
evaluations of all department heads.

There is an annual review of the
City Manager by the City Council.

There is an annual performance
review of the City Manager by City
Council.
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Performance Target

Strengths

Improvement
Opportunities

There is periodic review with
City’s elected officials of current
issues, priorities and programs.

There are informal meetings on a bi-
weekly (2x a month) basis between
the City Manager and the City
Council to discuss any issues,
priorities, and special programs.

Additional reviews are conducted
during the biennial budget
development and the quarterly
financial and City Manager reports
presented to the elected officials.

Customer service satisfaction
(internally and externally) is
routinely monitored.

This has been established as a
strategic goal within the City
Manager's office. The City Manager's
Office is in the process of developing
key performance metrics to measure
the customer service level.

The City conducts a biennial Quality
of Life survey and periodic
departmental customer satisfaction
surveys.

A new “Happy or Not” technology has
been installed in several locations
citywide to collect information
regarding internal and external
customer satisfaction.

An annual report summarizing
major activities of the City is
developed and distributed to all
citizens.

Currently, the City Manager provides
quarterly updates to the Mayor and
Council

The development of a biennial report
is one of the strategic initiatives within
Riverside 2.1.

As already planned, a
biennial report should be
published and made
available online.
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Performance Target

Strengths

Improvement
Opportunities

The City has adopted
comprehensive policy and
procedures manual that is
routinely and frequently updates
and provided to all employees.

There is an administrative policy and
procedures manual. The manual is
available on the City’s intranet.

The Internal Audit Division in the City
Manager’s Office is responsible for
managing any updates to the
Administrative Policy Manual. The
responsibilities of the Internal Audit
Division include reviewing current
policies to ensure that they are still
relevant, asking Departments /
Divisions to draft updated policies,
and compiling all of the policies into
and updated policies and procedures
manual.

The City has established
processes for obtaining public
input.

There is an online citizen portal for
feedback, there is a customer service
initiative through the Happy or Not
technology, most City departments
utilize customer surveys and/or
feedback cards, and City Council,
committee and community meetings
are used to obtain public input.

Intergovernmental Relations

The Office works with other
agencies in the City, County and
State to develop partnerships and
cooperation.

The Intergovernmental Relations
Officer position was specifically
established to ensure that the City
works closely with other agencies to
develop appropriate partnerships and
cooperation.

The City effectively monitors
legislation and governmental
activities that may affect its
interests.

One of the main areas of focus for
the intergovernmental relations officer
is to monitor all legislation to ensure
that there are no changes being
enacted that directly affect the
operations of the City.

The City’s interests are effectively
promoted at the County and State
level.

One of the roles of the
Intergovernmental Relations Officer is
to make sure to promote any
legislation or interests that directly
benefit the City of Riverside. This is
done by attending local meetings at
the County Board of Supervisors as
well as State legislature meetings in
Sacramento.
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Performance Target

Strengths

Improvement
Opportunities

Public Information / Communicat

ions

The City has an effective
communications program that
informs the public and employees
in a timely and accurate manner.

There is a Communications Officer
for the city along with a Cable TV
Channel, updated website, and
quarterly magazine to inform the
public and employees regarding City-
related issues.

The City speaks with “one voice”
when informing the public and
media.

With a single shared
Communications Officer position
between the City Manager's Office
and the Mayor’s Office, there is
coordination of message on major
developments.

Public Information Officers are
trained in effective
communications techniques and
in media relations.

The Communications Officer is
trained and has extensive experience
in media relations.

The City has an up-to-date web
site for information to the public.

The website is updated daily with
new events calendar. The website
prominently features headline events,
“New and Noteworthy” city news, and
a Community Calendar.

Additionally, the City utilizes twitter
feed to inform interested parties of
activities taking place and information
regarding City programs.

The City has a public access
channel that is well received and
highly utilized by the public.

There is a public access channel that
depicts all city meetings including
Council, Boards, and Commissions.

Management of cable franchises
are cost effective and in the best
interest of the City and responsive
to the public.

There is a cable franchise fee that is
utilized to fund infrastructure for
current cable operations.
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Performance Target

Strengths

Improvement
Opportunities

The City’s web site is citizen
centric and information is easy to
find, and has the top aspects of a
government web-site, including:

» Documentation of governance
structure, including roles and
responsibilities

* Documentation of a strategic
plan

» Focus on top tasks

» Content is managed effectively
and efficiently

* The site is continuously
evaluated

* Maximize ability for citizens to
conduct business online

The website meets the following
aspects:

» Details regarding each
Department, including the City
Manager’s Office, are available
online.

* Riverside 2.0 is available on the
front page of riversideca.gov.

» Top tasks are presented in
Riverside 2.0.

» Content is effectively managed
using tabs to direct visitors.

* The site features HappyOrNot
surveying embedded to appear to
users.

» Citizens are able to access
numerous city services,

applications, and payments online.

A number of sub-sites
such as City Commissions
are significantly outdated.
Capacity for updates is
limited by few in-house
staff.

Internal Audit

There is formalized
documentation identifying the
independent authority of the
Internal Audit Division.

While the Internal Audit function is
located within the City Manager's
Office, there is a direct reporting
relationship to the City Manager
through one of the Assistant City
Managers and indirectly to the City
Council through the Government
Relations Committee.

There is an annual work plan for
the Internal Audit Division.

There is a work plan that is
developed by the Internal Audit
Division.

The work plan describes the focus of
the division and the allocated hours
for those tasks.

The annual work plan developed
for the Internal Audit Division has
been approved by City Council.

The annual work plan is approved by
the City Council.

There are routine status updates
provided to the Governance
Committee regarding the annual
work plan.

There are typically updates provided
to the committee every six months if
there are any alterations to the
annual work plan.
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Performance Target

Strengths

Improvement
Opportunities

Implementation of internal audit
recommendations are tracked by
the Internal Audit Division.

The internal audit division tracks all
recommendations made including
recommendations that result from
outside consultants.

The internal audit division focuses
on analyzing functional areas as it
relates to the following points:

* Potential avenues for
outsourcing for greater cost
savings / efficiency

» Critical examination of
business processes in an
effort to increase productivity.

» Use of technology to automate
processes.

The Internal Audit Division evaluates
all potential areas of process
improvements including business
process flows, potential areas for
outsourcing, as well as more efficient
use of technology.

The internal audits that are
completed by the Division are
provided to City Departments for
review.

The Internal Audits are provided to
City Departments for review as well
as published online for easy access
to results.

A peer review of the Internal Audit
Division has been conducted
within the last five years.

A peer review of the Internal Audit
Division was conducted last year.

The Internal Auditors in the
Internal Audit Division are
certified Internal Auditors.

The Internal Audit Division has
Certified Internal Auditors.

There is a minimum of two
internal Auditors in the Internal
Audit Division to allow for a
collaborative auditing process.

There is a Sr. Internal Auditor and an
Internal Auditor Manager in the
division to allow for the collaborative
auditing process.

There are a sufficient number of
internal auditors for an agency of
its size. This standard is typically
1 internal auditor per 1,000
employees.

The Internal Audit Division
is understaffed compared
to peer entities. The
internal audit staffing audit
ratio for the City of
Riverside is 0.82 Internal
Auditors for every 1,000
employees.

The preceding matrix shows that the City Manager's Office has numerous
strengths, such as the clear prioritization of intergovernmental issues through the
Intergovernmental Relations Officer, an independent Internal Audit Division, a biennial
budget, a five-year plan, a strategic plan, and performance measurement program.
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4. ANALYSIS OF THE CITY MANAGER’S OFFICE

This chapter focuses on analyzing the current strengths and opportunities for
improvements within the operations of the City Manager’'s Office. As part of the
evaluation process, there will be a focus on identifying issues and providing
recommendations, including alternatives to the current operational system and
modifications to processes. This analysis will take into account the customer service
needs and expectations of the Office.

1. ANALYSIS OF GENERAL ADMINISTRATION AND MANAGEMENT

The General Administration and Management section of the City Manager’s office
provides administrative oversight and direction to all City Departments and funds. This
section consists of the City Manager, the Assistant City Managers, the Principal
Management Analyst, and the two executive assistants. The following subsections
discuss strengths and opportunities as it relates to operational processes within this
section of the Office as well as staffing levels.

(1.1) Operational Analysis

One of the primary purposes of the City Manager’s office is to provide strategic
direction and oversight to City Departments. As a result, City Management (Assistant
City Managers, City Manager, and Department Directors) developed a strategic plan for
Riverside — Riverside 2.0. This plan was developed in 2015 and updated in 2017 to
Riverside 2.1. The following points list the current goals for the City Manager’s Office:

1. Lead a Citywide customer service initiative that instills a culture of helpfulness
throughout all departments and employees.

2. Conduct a biennial Quality of Life survey to obtain feedback from residents,
businesses and customers regarding City services and activities, and community
needs and priorities.

3. Facilitate a culture of continuous improvement and innovation in the workplace
through regular process improvement activities, rewarding innovative practices
and regular review of department operations on a triennial basis.

4. Conduct feasibility reviews of proposed community facilities analyzing demand,
location, design, cost estimates and financing alternatives including grants and
public-private partnerships.

5. Develop Performance Measures to assess and track effectiveness and quality of
City programs and services; regularly publish results.

6. Strengthen external media communications with targeted outreach efforts to
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showcase the activities of the City.

7. Grow our audience by developing a range of content that reaches a diverse
audience through a variety of mediums with a focus on social, web, and email
marketing.

8. Maintain a citywide calendar to strengthen and unify marketing efforts across the
City. Implement internal calendar option for highlighting initiatives from all
departments.

9. Coordinate legislative and intergovernmental efforts with key local agencies.
10. Develop video content for RiversideTV that is uniquely Riverside.

11. Produce a Biennial Report to include departmental accomplishments and
progress in implementing the Strategic Plan.

The points above indicate that there are eleven specific goals associated with the
City Manager’s Office. Certain strategic goals such as strategic goal #9 is specifically
related to the Intergovernmental Relations officer position, and strategic goals #6-#10
(excluding 9) are related to the Marketing & Communications Division.

The City Manager’s Office should develop a biennial report that is presented prior
to the budget document to highlight the results of the City efforts and to provide
necessary background regarding accomplishments and efforts that have been
undertaken. Presenting this reportimmediately prior to the budget will enhance decision-
making and continue the focus on strategic initiatives.

The staff within the City Manager’s Office also have a significant role in handling
constituent issues regarding City services or issue that are brought to their attention.
Resolution of these issues requires the Office to have a comprehensive and systematic
approach to receiving, directing and tracking the status of these requests. To prevent
duplication of efforts, the City should utilize the “311 Riverside” software and staff to log
and track all constituent concerns that are raised with the Office rather than the email
based approach that is currently utilized. This approach is similar to how calls received-
by the Internal Audit Office are being handled and will utilize existing and available
resources.

Recommendation #1: The City Manager’s Office should develop a Biennial Report
of City-wide accomplishments and efforts that have been achieved during the
preceding two years.

Recommendation #2: The City Manager’s Office should utilize “311 Riverside” for
the tracking and monitoring of all citizen requests received by the Office.
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(2.2) Staffing Analysis

The City Manager’s Office with one City Manager and three Assistant City
Managers is appropriately structured and organized for a city the size of Riverside. Each
Assistant City Manager focuses on a certain set of Departments and service areas. The
division of labor ensures that each Department Director within the City has a specific
point of contact within the City Manager’s office to raise any issues or concerns or
highlight any strategic accomplishments.

In addition to the executive staff within the division there are three support staff
positions: two Executive Assistants and one Principal Management Analyst. One
Executive Assistant is shared between the City Manager and an Assistant City Manager
and the other Executive Assistant supports the other two Assistant City Managers. The
Executive Assistants provide day-to-day administrative support to each of the executive
team members, which includes scheduling, handling phone calls, processing
reimbursements, etc. The current staffing levels of the Executive Assistants are
appropriate.

Prior to 2015, the City Manager’s Office used to have three Principal Management
Analysts and currently there is only one. The roles and responsibilities of the Principal
Management Analyst vary from reviewing all Council and Board reports to special policy-
related projects for the different Assistant City Managers. Other responsibilities include
review of supporting documentation for contracts, processing purchase orders, and
managing the budget for the Office.

While not all of the workload performed by the Principal Management Analyst is
guantifiable, the project team collected workload information associated with reviewing
staff reports. This information coupled with the average time for staff report review
including multiple iterations helps determine the number of Principal Management
Analysts needed to conduct these types of review. Due to the large number of reports
reviewed annually by the project team, to obtain a clearer understanding of the
magnitude of the workload, the project team pulled a sample of one month’s worth of
data for these reports.

The following table shows by department, the total number of reports that are
reviewed monthly, the average time per review and the total time associated with each
department and with the task overall for that specific month.

Department # of Staff Reports | Typical Time / Staff Report | Total Time
Internal Audit 4 0.25 1.00
HR 7 0.25 1.75
Ambulance 1 0.25 0.25
Fire 10 0.25 2.50
PW 44 0.75 33.00
Public Utilities 114 0.5 57.00
CDD 51 0.75 38.25
City Manager 9 0.25 2.25
Eng 2 0.25 0.50
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Department # of Staff Reports | Typical Time / Staff Report | Total Time
Finance 17 0.25 4.25
General Services 14 0.25 3.50
IT 9 0.25 2.25
RPD 16 0.25 4.00
Museum 15 0.75 11.25
Parks & Rec 9 0.75 6.75
City Council 3 0.25 0.75

TOTAL 325 169.25

As the table above shows some departments require additional staff time for
report review due to their technical nature or multiple iterations. However, typically within
one month there are approximately 169 hours spent reviewing staff reports and their
multiple iterations. The 169 hours are greater than the 160 hours (40 hours x 4 weeks in
a month) that are available in a month. Based on this information, it can be easily seen
that it is a full-time job just to review the various staff reports and their iterations let alone
perform the other duties that are required by the Principal Management Analyst role. In
the past, there was a Principal Management Analyst assigned to each Assistant City
Manager.

The project team also conducted a comparative survey of other jurisdictions to
determine the number of Management Analyst positions within the City Manager's
Office. The following table shows by jurisdiction, the total number of Management
Analysts, and the total number of employees within the City Manager’s Office overall.

Jurisdiction | # of Management Analysts
Riverside 1.00
Bakersfield 1.00
Chula Vista 1.00
Santa Ana 2.00
Irvine 2.00
Long Beach 3.00
AVERAGE 1.80

As the comparative survey above indicates that for the agencies that do have
Management Analysts or analyst type positions within the City Manager’s Office, the
average number is approximately 1.80 Management Analysts. Therefore, the City
Manager’s Office in Riverside with 1.00 Principal Management Analyst is understaffed
compared to other surrounding jurisdictions.

Based upon the responsibilities of the Management Analyst position, the workload
analysis conducted, and the comparative analysis another Management Analyst position
should be funded for the City Manager’s Office. The primary responsibility of reviewing
the staff reports and conducting some of the administrative tasks should be transferred
to this Management Analyst, while the Principal Management Analyst should work on
the special projects assigned by the Assistant City Managers / City Manager as well as
developing the annual city report. The Principal Management Analyst should also set up
a tracker tool for measuring the progress of the City Manager’s Office in achieving the
various goals and targets identified in the Strategic Plan.
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Recommendation #3: The City Manager’s Office should add a Principal
Management Analyst position to review staff reports, oversee contracting and
purchasing for the Office, and be in charge of developing the Biennial Report for
the City.

2. ANALYSIS OF INTERGOVERNMENTAL RELATIONS

The Intergovernmental Relations section consists of a full-time employee who
coordinates with other governmental entities to promote the strategic initiatives of the
City of Riverside. This involves partnering with and attending Council meetings of other
local jurisdictions, County Board of Supervisor meetings, and meetings at the State and
Federal level.

This is a fairly new function that was created in FY15-16. Prior to FY15-16 some
of the basic functions of the Intergovernmental Relations (IGR) Officer were provided by
the City’s Public Information Officer. Due to the specific workload associated with
monitoring the state lobbyist contract and attending various meetings, there is sufficient
workload to justify the dedicated IGR position. Further, it is a best management practice
to have a specified position in this functional area.

The IGR Officer reviews all state legislation to determine its impact on the City of
Riverside’s operations and manages the contract with the state lobbyist on behalf of the
City of Riverside. Additionally, the IGR Officer serves as the city liaison to various state
and federal departments i.e. California Department of Health, Department of Toxic
Substances of Control, etc., as well as for the Grant Management function within the
City. The IGR Office subscribes to govbuddy a resource guide for legislation at the state
and federal level.

Due to the variety of the nature of the work associated with the IGR Officer, and
the different priorities that can arise for this position, a legislative platform has been
developed and adopted by the City Council to provide direction of primary work efforts.
This is conducted every other year and sets the work plan and priorities for staff. No
change is recommended in the approach utilized and the efforts toward accomplishing
the periodically evaluated.

3. ANALYSIS OF PUBLIC INFORMATION OFFICE

Similar to the Intergovernmental Relations function, the Public Information Office
consists of the City’s Public Information Officer / Communications Officer. The primary
purpose of this position is to deliver a consistent and unified message on behalf of City
staff to the public and residents of the City. The issues and recommendations in this
section are also presented in the Financial and Performance Audit of the City Manager’s
Office, as they relate to both Departments.

The Public Information Officer's position is currently split between the City
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Manager’s Office and the Mayor’s Office. The primary reason for this split in functionality
is to ensure that there is a consistent voice and message that is portrayed between the
two different areas of the City. The split between the two offices is informally defined as
two-thirds City Manager's Office and one-third Mayor’s Office. This approach has
worked well in ensuring coordination of the public information office.

There is currently no mechanism for tracking the workload associated with the
PIO. This lack of tracking makes it difficult to identify existing workload, future staffing
requirements, or the ability to effectively prioritize work activities. The Marketing &
Communications division utilizes a system called HIVE to track all incoming requests
from Departments and the hours spent per request. At a minimum, the PIO could utilize
this system to track requests, the type of request, and whether they came from the City
Manager’s Office (CMO or any other City Department) or from the Mayor’s Office.

4. ANALYSIS OF MARKETING & COMMUNICATIONS DIVISION

The Marketing & Communications Division serves as the central Communications
support for the entire city. The division provides marketing support as it relates to graphic
design, quarterly magazine production, marketing materials production, marketing
videos production, and social media management. The division also manages the Cable
TV studio on behalf of the city and runs RiversideTV. The Cable TV Studio broadcasts
all council, boards, commissions, and other local meetings for resident viewing.
Additionally, the channel produces original content marketing and branding the City. The
following subsections analyze the current staffing levels and operational practices of the
Communications & Marketing Division.

(4.1) Staffing Analysis

The project team utilized information from the Division’s internal time tracking
system (HIVE) to evaluate the staffing levels for the division. It is important to note that
not all of the staff in the division (i.e. Project / Marketing Coordinator, Media &
Communications Division Manager, etc.) input time information into this database. The
project team gathered HIVE data for FY15-16 (July 2015-June 2016) and projected for
FY16-17. The following table shows by functional area (marketing vs. cable), the total
hours worked for each of the fiscal time periods.

Activity Type FY15|:|tEl3chtual FY16'L705;gJeCted % Difference
Marketing 1,574.1 1,914.30 22%
Videography 2,127.5 4.464.38 110%

As the table above shows, the labor hours associated with each function have
increased, but for marketing that is only a 22% increase, whereas for Videography the
hours more than doubled between FY15-16 and FY16-17. A portion of the source of the
discrepancy is that information is being coded more accurately as there is greater
familiarity with the system.
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The hours in the table above can help determine the total staffing allocation for
these functions. The project team took the hours calculated above and divided it by the
typical productive hours for a position. The productive hours for a position reduce the
full-time hours of a position (2,080 hours) by sick, vacation, leaves, holidays,
administrative leave, training, etc. to arrive at the total hours that position is available to
perform work. The productive hours of 1,706 utilized by the project team is based upon
a standardized assumption of reducing the 2,080 hours by 18% for those elements
discussed above.

The following table takes the information from the previous table and divides it by
the total productive hours per position to arrive at the number of full-time employees
necessary to perform these services.

Activity FY15-16 FY_16-17 Productive | FY15- FY_16-17
Type Actual Projected Hogr_s / 16 Projected
Hours Hours Position FTE FTE
Marketing 1,574.1 1,914.30 1,706 0.92 1.12
Videography 2,127.5 4,464.38 1,706 1.25 2.62

As the table above shows, based on projected labor hours for FY16-17, the
marketing function requires slightly more than one full-time employee and the video
production team requires approximately 2.6 employees. The video section has three full-
time employees currently that division is appropriately staffed. The Marketing function is
intended to primarily account for the two graphic designer positions.

What the analysis above does not take into account is the increasing demand for
services of this office by City departments. There is a backlog of work requested from
departments that cannot be accomplished with the existing staffing allocations. Given
that time is not tracked in a manner that would enable projection of the required staffing,
it is critical that staff more effectively track time moving forward to provide the necessary
data points to evaluate in detail the staffing requirements. Notwithstanding this data,
there appears to be a sufficient backlog in work activities, and a desire to further enhance
and expand services provide by this division to the overall City organization, that an
additional position should be considered.

It is recommended that other staff members such as the Project / Marketing
Coordinator (Social Media expert), Project Specialist, and the Web Designer should track
their time in HIVE to enable future evaluation of workloads and capacity.

Recommendation #4: The Marketing & Communications Division should increase
staffing by one position to account for increased demand from departments and
to address the increasing backlog of work that cannot be completed.

Recommendation #5: All staff (Project / Marketing Coordinator, Project Specialist,
and Web Designer) should track their time through HIVE to provide the necessary
data to evaluate future staffing requirements.
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(4.2) Operational Analysis

One of the primary responsibilities of the Marketing / Project Coordinator within
the Marketing & Communications Division is to oversee all of the social media for the
entire City. This oversight of social media includes drafting all of the posts, scheduling
the posts, and determining the appropriate types of posts for each social media platform.
The City has social media profiles on Facebook, Twitter, Instagram, Snapchat, Pinterest,
YouTube, and LinkedIn. If there are any direct messages that any of those platforms
receive the Marketing / Project Coordinator also reviews those messages and either
responds or forwards the concern along to the appropriate department. This position also
manages any paid advertisements on these social media websites.

The current practice for requesting social media posts within the City is through
email, phone, or by contacting the Marketing / Project Coordinator in person. There is no
centralized database for submitting these requests compared to other Marketing &
Communications requests that are submitted through the HIVE system. For example, if
there is the need for a new video on the Finance Department’s page website, that request
is not email nor called into the Video Production staff, it is submitted through HIVE to the
Video Production staff. Once the request is submitted into HIVE and approved by the
respective Department Head (if necessary) then the Marketing & Communications
Manager assigns the task to the appropriate staff within the Division.

The Marketing & Communications Division is considering transitioning all social
media requests to be centralized and submitted through the HIVE tracking system. It is
recommended that this transition should be implemented, as this will help the Division
track its workload related to social media posts. Similar to other requests in HIVE, the
time spent per each social media post should also be recorded along with any direct
costs (e.g. cost of the ad). The information that is tracked through HIVE will help the City
measure its social engagement with audiences. The implementation of this centralized
database and focus on social media posts directly ties to a Riverside 2.1 goal: “Grow our
audience by developing a range of content that reaches a diverse audience through a
variety of mediums with a focus on social web, and email marketing”.

Information from the HIVE as it relates to Social Media posts can be used to
develop performance measures such as volume of social posts, # of likes, # of retweets,
events attended, etc. This information should also help the City evaluate the cost of
social media for the City. Additionally, as social media gains momentum and workload
increases, inputting this information in HIVE will enable the Division to determine the
need for additional staffing resources.

The Program Specialist also serves as the staff photographer and the workload
associated with that position is not tracked. Currently request for article writing and
photographs come from within the Marketing & Communications Division and are part of
a larger marketing project. Any and all requests that come in related to photography
should be coded into the HIVE system. This will help ensure that the labor related to
photography for different marketing efforts (social media posting, graphic design
brochures, videos, etc.) are recorded as part of those marketing projects.
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While the web designer tracks time related to marketing requests all other web
design and web-related requests are not tracked in the HIVE system. It is recommended
that any and all web-related inquiries and requests, even those that come from the City’'s
help desk ticket system should be input into HIVE. A separate tracking folder should be
created for web-related inquiries to directly track the workload associated with the web
design functional area. Separating the workload for this function will allow the
Communications & Marketing Division to track all three functional support areas —
Marketing, Video Production, and Web Design separately.

It is important to note that along with requiring departments to submit all Marketing
& Communication requests through HIVE, the Marketing & Communications Manager
should hold a training on the use of the HIVE system for employees within the Division
as well as customers of the system (other City employees). The customers of the system
should be trained on the appropriate methods of inputting data requests into the system,
while Communications & Marketing Division should be trained on the appropriate
methodology for tracking and inputting time into the system. The HIVE system should
track not only the direct time spent on each project but any administrative time associate
with that project, which includes times spent answering emails, dealing with staff, setting
up meetings, and any prep or post production time.

In order for the Communications & Marketing Division to conduct a true
assessment of its staffing needs it is imperative that the Division not only track its time,
but ensure that its capturing all of its time appropriately. Information from HIVE can then
also be used for purposes of re-allocating the costs of this division back to City
Departments through the Citywide Cost Allocation Plan.

Recommendation #6: The Marketing & Communications Division should
implement the transition of submitting all Social Media posting requests through
the HIVE tracking system. Implementing this change will help the Division track
workload, performance measures, level of social engagement (ties to Riverside
2.1) and potential staffing resources.

Recommendation #7: The Marketing & Communications Division should also
require that all web design related requests (even if initially submitted to the IT
Help Desk) should be submitted through HIVE. This will enable the Division to
track the workload generated based upon web design and the time associated with
each web-design activity.

Recommendation #8: The Marketing & Communications Manager should provide
HIVE training to the users of the system — internal staff in the Division and other
City Departments. The training should focus on the use of the system by the
requestors to ensure that all requests are approved and submitted in a timely
manner. The training for the internal Communications staff should be on the use
of the HIVE system to ensure that all time is appropriately being tracked, time that
includes prep time to post production time.

Matrix Consulting Group Page 36



CITY OF RIVERSIDE, CA
Final Report of the Performance Assessment and Financial Review of the City Manager’s Office

Recommendation #9: Data from the HIVE should be evaluated annually and can
be used for a variety of purposes including: generating performance measures,
allocating Marketing & Communications Division costs to City Departments, and
determining the staffing resources for the Marketing & Communications Division.

5. ANALYSIS OF INTERNAL AUDIT

The Internal Audit Division within the City Manager’s Office provides performance
audits for specific processes within City operations and Departments. The Division also
provides support as it relates to tracking of recommendation implementation from
previous internal and external audits, updates to the administrative policy / procedure
manual, and assessment of risk, fraud, and waste within the City. The Internal Audit
Division consists of the Internal Audit Manager and a Sr. Internal Auditor. The following
subsections discuss the operational issues and staffing levels of Internal Audit.

(5.1) Operational Analysis

The Internal Audit Division, housed in the City Manager’s Office, meets several
best management practice criteria such as having an independent reporting relationship
for the Internal Audit Division directly to City Council through the Government Affairs
Committee (GAC), as well as developing an annual work plan that is reported on and
approved by the GAC. The Internal Audit Division also has a set of governing rules that
were reviewed and updated in 2016. Staff within the Internal Audit Division have received
certification from the Institute of Internal Auditors. An audit of the Internal Audit Division
was completed in 2016, along with a peer review of the Division. Therefore, operationally
the Internal Audit Division should continue its philosophy of meeting best practice
measures within the industry.

(5.2) Staffing Analysis

The one primary area of concern for the Internal Audit Division is its current
staffing levels. There is an Internal Audit Manager and a Sr. Internal Auditor in the
Internal Audit Division. While this staffing level meets the minimum requirement of having
at least two Internal Auditors to ensure appropriate collaboration and cross-checks it
significantly limits the workload that can be performed by these Internal Auditors.

The addition of another certified Internal Auditor would significantly expand the
ability of the Internal Audit Division to conduct additional operational and process audits
in a year. It will also enable the Division to add hours to the annual recurring tasks
especially to important tasks such as Admin Policy Manual Updates and to the Audit
Recommendations Tracking / Audit Follow-up. It is recommended that this position be
added at an Internal Auditor level, as that will enable the Division to build in some
opportunity for growth as well as succession planning for the future of the Internal Audit
Division.

The project team also conducted a comparative analysis of other similar sized
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jurisdictions and the staffing of their internal audit divisions. The following table shows
the City, the # of Internal Auditors on staff, the total FTE for that City, and the Internal
Auditors / 1,000 FTE.

City # of Internal Audit Staff | # Citywide FTEs | Internal Auditors /1,000 FTE
Riverside 2.00 2,421 0.83
Los Angeles 31.00 33,105 0.94
Sacramento 6.00 4,458 1.35
Oakland 7.00 4,113 1.70
San Diego 20.00 11,345 1.76
Long Beach 12.00 5,339 2.25
San Jose 14.00 6,159 2.27
Palo Alto 6.00 1,052 5.70

OVERALL AVERAGE (excluding Riverside) 2.28

As the table above indicates that the City of Riverside has the lowest number of
internal audit division staff compared to other California jurisdictions. To provide
additional context to that staffing analysis, the project team calculated the number of
Internal Auditors per 1,000 FTEs for each city to provide a comparable ratio. Based upon
the information in the table above, the overall average for selected California cities is
2.28 Internal Auditors per 1,000 FTE, with the City of Palo Alto as a clear outlier. The
City of Riverside is at less than half the peer average. Adding an additional Internal
Auditor position will bring the ratio of 0.83 Internal Auditors per 1,000 FTE to 1.24 Internal
Auditors per 1,000 FTE. The 1.24 ratio, while still below the overall average of 2.28, is
more in line the most comparable agencies. The peer review conducted in 2016 of the
Internal Audit function also noted a similar finding regarding staffing.

Consideration was given to the implementation of a part-time Internal Auditor;
however, given the professional nature of this position and the employment market, it is
difficult to hire part-time professional staff in this area. Given the difficulty in hiring part-
time position, in conjunction with the additional duties that have recently been allocated
to Internal Audit over the last year (i.e., coordinating the development of the performance
measurement initiative) and the enhanced services that could be provided with increased
staffing, one new position should be considered.

Recommendation #10: The Internal Audit Division should augment its current
staffing levels by adding a position at the Internal Auditor level. The addition of
this position will allow the Division to provide additional audit-related services and
allocate more hours to annual recurring activities.

6. ANALYSIS OF COMMUNITY POLICE REVIEW COMMISSION

The Community Police Review Commission (CPRC) serves as an independent
commission that reviews the actions and policies of the Riverside Police Department.
There is one full-time permanent staff member within the City Manager’s Office to provide
administrative support to the Commission and a contracted Executive Director. The
following sections discuss the evaluation of the Community Police Review Commission
in terms of its operational approach and use of technology, specifically the website.
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(6.1) Operational Analysis

The Executive Director position for the Commission is a contracted out to an
external consultant, paid from the City Manager’s Office. The project team reviewed the
contract of the CPRC’s Executive Director. The current contract for the Executive
Director specifies in the scope of services all of the responsibilities of the position, which
include attendance at all CPRC meetings, review of all complaints, assignments of
investigators, and conducting public outreach. These scopes of services are in line with
the typical responsibility for the Executive Director of such a commission. However, the
payment terms for the contract are a monthly payment rather than a payment based on
deliverables, hours worked, or any other performance measure aspect. The exhibit on
the following page shows the current invoicing practices for the Executive Director.
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Exhibit
Invoice for Executive Director

 PURCHASEORDER NO. |

City of Riverside ' (gl 51586 / |
AR FANANCE DEFARTVENRT . PURCHASING OMSION TO RECHNVE P i MUET APPLAR ON
e, 3500 AN STREET, CITY HALL ALLIWVOCER, BLLECE FAGES, CORARSPONDENGE £TC. |

Py o RIVERSIDE, CA Soe22
1828850 DATE: 07/14/14

FAX 91428287
BUYER: David Dewey

VENDOR: FRANK HAUPTMANN SHIP& BILL TO; CITY OF RIVERSIDE
JND ASSOCIATES CITY MANAGER - 7th Floor
1430 CLAYVILLE WY 3900 MAIN STREET
CORONA, CA 92882 RIVERSIDE, CA 92522

ATTN: sarah Varela
Sap Vis Fruight Terms OB

ol VerFor T —
| RO96324 (miovs‘s':‘-

Burch Loc of Confirmed To Payement Tems Ol Datw
Lsuow NET/30

aquantry | unr DESCRIPTION T uNT PRICE EXTRNDED PRICE
16.555.67]8}\ Consultant shall perfrom the Services und . _1.00 16,666.67
agreement for the total sum not to exceefl $8,233. 33 >

33 per month payable in accordance with the terms |
set forth in Exhibit *B."

Tax 1,333.33

Is\3e6 CJ‘3/ Y4

RE(’.LL:!'.’ED‘
CITY OF RIVERSIDE
iy 7 2014
1 AR FINANCE
1125000 421000 18,000.00 ] — »8-860..00
S
CITY MANAGER (IF REQUIRED) FINANCE DIRECTOR (F REQUIRED) PURCHASING SERVICES MANAGER
By By Y
M 1-1-14 .
ACKNCVAEDGMENT DATE | RECEIVED (IN FULL OR AS NOTED) DATE | APPROVED FOR PAYMENT DATE
BY BY BY
VENDOR - COPY

HFEmeg13q_
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As the exhibit indicates, the invoice simply states that the total dollars should not
exceed the amount noted in the exhibit of the approved contract. There are no details
regarding the types of activities or services that were provided in the month as it relates
to CPRC. Documenting the services will help the City Manager’'s Office determine the
cost savings of utilizing a contracted individual.

The current terms of the Executive Director contract expire in FY17-18, and the
City Manager’s Office will issue a Request for Proposal (RFP) in FY17-18 for the CPRC
Consulting Services. It is the project team’s recommendation that this RFP specify that
the any proposal submitted should clearly outline tasks, deliverables, and proposed
hours to be spent on CPRC related activities. Additionally, the RFP should specify that
the contract should be deliverable and / or hours worked based.

Contracting out the Executive Director position enables the City to have cost
savings associated with benefits, retirement costs, and other personnel costs. However,
the revisions proposed for invoicing and the new RFP should assist the City Manager’s
Office in ensuring that the total cost for the consultant is commensurate with the services
being provided.

Due to the independent nature of this commission, it is recommended that the
staff support and expenditures for this Commission continue to be housed
organizationally within the City Manager’s Office. This will ensure that the Commission
maintains its independent review structure separate from the Police Department.

Recommendation #11: The invoicing practices for the Executive Director should
be revised to provide detail such as deliverables, major tasks performed, or hours
spent working on commission related activities.

Recommendation #12: The Request for Proposals (RFP) for the Executive Director
Position should include provisions that state all submissions should provide a
detailed task plan and provide deliverable based billing for a fixed price.

Recommendation #13: The Executive Director position should continue to be
contracted out, as there are cost savings associated from lack of benefits,
retirement, and other personnel costs. A true cost savings analysis should be
conducted once the new invoicing / RFP is implemented, to determine if the
current level of service is commensurate with the payments to the consultant.

Recommendation #14: The Community Police Review Commission should
functionally remain housed within the City Manager’s Office to maintain its
independence from the Police Department.

(6.2) Analysis of Community Police Review Commission Website

The Community Police Review Commission has its own website detailing its
agenda items, minutes, videos of the meetings, reports and results of investigations. The
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website also provides information regarding the governing policies and procedures for
the Community Police Review Commission. While there is great content on the CPRC’s
website, there is limited archived material available on the website, as well as the
formatting and hosting of the website is cumbersome and not user-friendly. It is
recommended that the website for this commission be referred to the City’s web designer
for updated web design content, to make it sleeker and more user-friendly.

Recommendation #15: The Community Police Review Commission should update
the archiving content of its website, as well as the look and feel of its website with
support from the City’s Web Designer.
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5. SUMMARY OF THE FINANCIAL REVIEW

The Matrix Consulting Group performed an audit of financial transactions within
the City Manager’s Office. These transactions included requests for payments, purchase
orders, journal entries, travel & meeting reimbursements, and purchase card (p-card)
transactions. The audit was conducted for transactions occurring in FY13-14 through
FY15-16. The detailed transaction review of this compliance audit is attached in
Appendices A-E. Please note that the Matrix Consulting Group is not providing an audit
opinion on the financial statements in relation to the assessment on non-personnel
expenditures.

The compliance review found no major irregularities in the financial transactions,
and the non-compliance of some of the transactions were related to minor deviations
from currently established policies. It is also important to note that there have been
significant financial policy changes during the three different fiscal years that were
evaluated, and the project team made sure to evaluate transactions based on the policies
that were in place at the time of the transaction.

1. AUDIT OF REQUEST FOR PAYMENTS (RFP)

The compliance audit reviewed a total of 44 request for payments (RFP)
transactions for the three fiscal years, there were 18 financial transactions in FY13-14,
12 in FY14-15, and 14 in FY15-16. The project team found a compliance rate of 89%
overall, with a passing rate of 83% in FY13-14, 83% in FY14-15, and 100% in FY15-16.

A key issue identified was the lack of supporting documentation for the payments
made. It is also important to note that there were several items submitted as requests
for payments under a Blanket Purchase Order or Blanket Purchase Order type
arrangement and as such there were missing approval workflows or signatures for those
payments. Due to the sheer volume of those types of payments, the project team found
these errors to be immaterial. It is recommended that for all RFPs the cover sheet should
record approval signatures or indicate workflows showing approval. The detailed results
of the compliance audit are shown in Appendix A.

2. AUDIT OF PURCHASE ORDERS

The compliance audit reviewed a total of 15 purchase orders over the three-year
fiscal period, with 1 purchase order from FY13-14, 3 from FY14-15, and 11 from FY15-
16. The significant increase in purchase orders is due to the changing of policies and
procedures within Finance that encouraged departments in FY15-16 to create purchase
orders with regularly utilized vendors rather than utilizing the Request for Payments
system. The audit found no irregularities and a 100% compliance rate. The detailed
results of the compliance audit for Purchase Orders is shown in Appendix B.

The project team also evaluated purchases made through requests for payments
with Office Depot. These were direct purchases from the Office Depot website, due to a
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blanket purchase order with Office Depot. The Purchasing Division within Finance sets
up users within the City Manager’s Office to utilize the Office Depot website for ordering
supplies. The only restrictions that are set up through the Office Depot website are
related to the types of supplies that can be ordered and that the per unit cost must be
less than $2,300. Any items that are classified as electronics, furniture, or heavy
equipment or cost more than $2,300 require an approved requisition by the Department
Head. However, the Purchasing Division has not set up any total dollar value limits on a
departmental or user basis. The lack of restrictions based on type of user within the
Office Depot system exposes this type of system to some level of risk and misuse.

While setting up a single standard limit for every department would be difficult
given the unique needs of each City department, this does not preclude individual
departments from establishing their own monthly limit for Office Depot purchases. |Itis
recommended the City Manager’s Office establish a cumulative Departmental monthly
purchasing limit on Office Depot purchases, with any additional purchases requiring
Departmental head and Finance approval. The City Manager’s Office should direct
departments to establish a limit as well.

In addition, while P-Card transactions are subject to restrictions by policy— such
as not purchasing network-connected devices or most food—Office Depot purchases
are not subject to such restrictions. This is an area of vulnerability that allows staff to
circumvent the P-card policy for items that are available at Office Depot. In order to
prevent this from occurring, Office Depot purchases should also be subject to the
restrictions of the P-Card Policy.

Recommendation #16: At the direction of the City Manager’s Office, City
Departments should establish monthly spending limits for purchases made via
the Office Depot blanket purchase order. The City Manager’s Office should
establish its policy to demonstrate the best practice.

Recommendation #17: Purchases made under the Office Deport blanket purchase
order should be subject to item restrictions that are, at minimum, the same as
restrictions in P-Card Policy.

3. AUDIT OF JOURNAL ENTRIES

The compliance audit reviewed a total of 25 journal entries over the past three
fiscal years, with 8 from FY13-14, 8 from FY14-15, and 9 from FY15-16. The project
team found a compliance rate of 92% overall, with a passing rate of 87.5% in FY13-14,
100% in FY14-15, and 89% in FY15-16. The project team primarily reviewed these
journal entries to make sure that they matched the transactional amounts coded to the
City Manager’s Office, and that there was appropriate and matching supporting
documentation for those transactional amounts. The detailed results of the compliance
audit are shown in Appendix C.
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4. AUDIT OF TRAVEL & MEETING REIMBURSEMENTS

As part of the compliance audit the project team also reviewed financial
transactions related to travel & meeting reimbursements. These reimbursements
occurred through payroll or through a different financial transaction that was not done on
the employee’s p-card. The project team reviewed a total of 12 transactions over the
three fiscal years, with 4 in FY13-14, 3 in FY14-15, and 5 in FY15-16. The project team
reviewed these reimbursements for compliance against the Travel & Meeting
Reimbursement policy, which specifies that there is a Statement of Expense Form, the
form is signed, the receipts are attached, and that if necessary a cash advance form is
also attached.

The results of the audit showed a 58% passing rate overall for the
reimbursements, with 25% passing in FY13-14, 100% passing in FY14-15, and 67% in
FY15-16. The key non-compliance issue noted was due to receipt amounts not matching
the reimbursement amounts or where the receipts attached were print outs of the flyers
of the events rather than receipts showing confirmation of registration to events. These
concerns were principally noted during FY13-14 — the prior administration.

The full details of the results of the audit are shown in Appendix D.
6. AUDIT OF P-CARDS

The project team randomly selected City Manager’s Office p-card transactions
from the complete listing of p-card transactions provided by the City for the three years
under review. We reviewed 213 separate transactions (out of the total 1,819 transactions
conducted in that three-year period). This represents 11.7% of the total p-card
transactions for the City Manager’s Office. While generally, the p-card transactions were
conducted in compliance with the p-card policy, there were several minor policy
deviations or violations in 53 of the transactions (2.9% of the total transactions or 24.8%
of the sampled transactions). The key issues identified included:

o Failure of cardholder to reconcile the card statement within the required 10 days
(or lack of notation to ascertain whether this was in compliance),

o Lack of signatures by cardholder and/or approving manager on statement
showing reconciliation,

o Failure to include sufficient and appropriate supporting documentation to support
purchase (19 instances out of 213 sampled transactions or 8.9% of transactions
reviewed),

o Purchase via p-card of items that or prohibited from procurement via p-card such
as phones, apps or rental services (11 instances or 5% of transactions reviewed),
and
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o No roster of attendees for purchases of food made for meetings, insufficient
documentation to demonstrate food was for business meeting, or altered invoices
(24 instances representing 11.3% of the transactions reviewed), and

o Purchases of restricted items (such as smartphones, ipads, software, etc.).

To address these issues, all staff involved in the handling of p-card transactions
should be retrained on the p-card policy including requirements in the policy regarding
eligible transactions, transaction limits, and documentation requirements for all
purchases and the special requirements related to food purchases.

Recommendation #18: All staff handling p-card transactions should be retrained
regarding the requirements of the p-card policy related to eligible transactions,
transaction limits and exclusions, and the documentation required for each type
of transaction especially food related purchases. Additionally, staff should be
provided additional information regarding existing PSA agreements and how to
utilize for rental services.

Recommendation #19: The City should further review the p-card policy and
consider updates and modifications specifically regarding the purchase of food.
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