
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 BUSINESS & HOUSING DEVELOPMENT 
 CONSTRUCTION SERVICES CENTER 
 AUDIT 05-26 
 AUGUST 25, 2005 





 

 

DEPARTMENT OF BUSINESS & HOUSING DEVELOPMENT 
CONSTRUCTION SERVICES CENTER 

AUDIT 05-26 
 
 
 
INTRODUCTION 
 
The City of Tampa’s Construction Services Center (CSC) was established in November 1993 
to provide one-stop center for all construction related needs.  The Center is located at 1400 
N. Boulevard, Tampa, Florida 33607, directly adjacent to Interstate 275. 
 
The CSC has representatives from all of the agencies that are involved in the plan review, 
permitting and inspection processes.  The agencies include Stormwater, Landscaping, 
Transportation, Zoning, Water, Sewer, Fire, Building, Plumbing/Gas, Mechanical and 
Electrical.  
 
The CSC is divided into three areas of service: Residential Development Services 
(responsible for all one and two family dwellings) Commercial Development Services 
(responsible for all multi-family dwellings, commercial projects and certain permits) and 
Inspectional Services (responsible for site and building inspections). 
 
 
STATISTICS 
 
CSC Activity FY03 FY04 FY05 
Construction Inspections 132,729 136,000 140,000 
Commercial/Residential Plan Review 25,137 25,820 26,500 
Commercial/Residential Permits 33,319 34,450 35,650 
Residential Express Permits 13,471 13,700 13,900 
Commercial/Residential Projects 11,509 11,982 12,500 
 
Source: FY2005 Recommended Annual Budget 
 
  FY2004 FY2005 
Enhancement Funds Balance Activity Activity 
Customer Service $815,247 $354,568 $445,359 
Plumbing Service $275,757 $0 $0 
Electrical Service $108,700  $163,053 $0 
 
Source: Figures were obtained from FAML 6400 and FAML 6450.  Balances and FY2005 
activity were as of June 30, 2005.  Note: the balances of the Plumbing and Electrical Service 
Enhancement Funds were overstated in the General Ledger because of the timing of transfers 
out (see discussion below). 
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STATEMENT OF OBJECTIVES 
 
This audit was conducted in accordance with the Internal Audit Department's FY05 Audit 
Agenda.  The objectives of this audit were to determine whether: 
 
1. Expenditures from the CSC’s Service Enhancement Funds were reasonable and proper; 
 
2. Plan reviews were performed in a timely manner; 
 
3. Customers were satisfied with the services provided by the CSC; and  
 
4. Performance measures used and reported by the CSC were adequate and reliable. 
 
 
STATEMENT OF SCOPE 
 
The audit period covered CSC plan review activity that occurred from July 1, 2004 to 
December 31, 2004 and enhancement fund expenditures FY2004 and FY2005.  Source 
documentation was obtained from CSC files. 
 
 
STATEMENT OF METHODOLOGY 
 
The sample size and selection were statistically generated using a desired confidence level of 
90%, expected error rate of 3% and a desired precision of +/- 5%.  Statistical sampling was 
used in order to infer the conclusions of test work performed on a sample to the population 
from which it was drawn and to obtain estimates of sampling error involved.  When 
appropriate, judgmental sampling was used to improve the overall efficiency of the audit. 
 
To achieve the audit’s objectives, reliance was placed on computer-processed data contained 
in the City’s financial and permitting systems and certain electronic files maintained by the 
CSC.  The City’s financial system was previously determined to be reliable and no additional 
work was necessary.  We assessed the reliability of the data contained in the permitting 
system and CSC’s electronic files and conducted sufficient tests of the data contained in each 
of them.  Based on these assessments and tests, we concluded the data was sufficiently 
reliable to be used in meeting the audit’s objectives. 
 
 
STATEMENT OF AUDITING STANDARDS 
 
We conducted our audit in accordance with generally accepted government auditing 
standards.  Those standards require that we plan and perform the audit to afford a reasonable 
basis for our judgments and conclusions regarding the organization, program, activity or 
function under audit.  An audit also includes assessments of applicable internal controls and 
compliance with requirements of laws and regulations when necessary to satisfy the audit 
objectives.  We believe that our audit provides a reasonable basis for our conclusions. 
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AUDIT CONCLUSIONS 
 
Based upon the test work performed and the audit findings noted below, we conclude that: 
 
1. Expenditures from the CSC’s Service Enhancement Funds were reasonable and proper; 

however, some control weaknesses were noted; 
 
2. Plan reviews were performed in a timely manner; however, certain inefficiencies were 

discovered: 
 
3. Customers were satisfied with the services provided by the CSC and offered several 

suggestions to management for their consideration; and  
 
4. Performance measures used and reported by the CSC were adequate and reliable. 
 
 
MANAGEMENT LETTER 
 
Per management’s request, additional work was performed on CSC’s mission statement, 
objectives and performance measures.  The City’s Performance Measurement Analyst 
assisted with this work.  As the results involved only information for management’s 
consideration, they were presented to the Director of Business & Housing Development 
under separate cover. 
 
 
NOTEWORTHY ACCOMPLISHMENTS 
 
An “Excellence in Design Program” is under development.  The program will allow an 
expedited process for plans review.  The design professional will complete a checklist 
certifying that all code-related items have been addressed and comply with site development 
codes.  Based on these submissions, the plans will be certified by review personnel with the 
understanding that any deficiencies will be corrected as part of the building plan re-submittal 
process.  A design professional who fails to follow the program criteria on two occasions will 
be removed from the program for 6 months.  Another failure will result in removal for a year.  
The program should result in an improved turnaround time for the professionals and reduce 
plan reviewers time.  Professional could also use their involvement with the program as a 
sales promotion to prospective customers. 
 
 
While the findings discussed below may not, individually or in the aggregate, significantly 
impair the operations of the CSC, they do present risks that can be more effectively 
controlled. 
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SERVICE ENHANCEMENT FUNDS 
 
In 1998, the Customer Service Enhancement Fund was established “for the purpose of 
providing improved and increased levels of service to customers” and “dedicated for the 
exclusive purpose of upgrading systems and equipment.”  The current fees, established by 
resolution, are $0.02 per square foot on new construction, additions and remodeling projects 
and $4.00 on all other building and construction permits. 
 
Later in 1998, a Plumbing Service Enhancement Fund was established for the purpose of 
purchasing nine new vehicles for the plumbing inspectors and investigating staff.  Every 
three years, the purchased vehicles will be provided to the other bureaus and new 
replacement vehicles purchased.  The plumbing service fee is $8.50 on all plumbing permits. 
 
In 2000, an Electrical Service Enhancement Fund was established for the purpose of 
purchasing nine new pickup trucks for the Electrical Inspectors and Investigating staff.  
Every three years the purchased vehicles are rotated to other bureaus and new replacement 
vehicles purchased.  The electrical service fee is $8.50 on all electrical permits. 
 
Trust and agency funds were established to account for receipts and earned interest income.  
When purchases are planned, funds are transferred via City Council resolution to specific 
general fund operating accounts established for disbursements. 
 
Customer Service Enhancement Fund 
 
Expenditures of the Customer Service Enhancement Fund were traced to purchase orders and 
the online purchasing system.  All expenditures were properly approved.  Because the 
language establishing the fund and describing its intended use are vague, a conclusion as to 
whether expenditures were reasonable and proper could not easily be determined. 
 
Discussions with City staff revealed that there was not a consensus on the appropriate use of 
the fund.  An external member of the committee that established the fund had a very liberal 
interpretation that would allow just about any purchase.  The CSC does not have a policy 
providing any additional guidance.  Certain expenditures, such as forms, office supplies, 
replacement and maintenance costs, certain computer software and industry reference 
materials, did not appear to meet the definition of “upgrading systems and equipment.” 
 
The reason for some of the purchases was that any unencumbered funds at fiscal year-end are 
recaptured into the General Fund.  Transfers from the trust and agency fund occurred prior to 
actual expenditures.  If the purchases were less than estimated or the purchases did not occur, 
appropriated funds remained unencumbered at year-end or encumbered for purchases that 
were not initially intended.  Year-end purchases and encumbrances occurred that may not 
have been made had there been no incentive to spend it.  The recapture of any Enhancement 
Fund dollars to the General Fund is not appropriate and contrary to the resolution that 
established the fund. 
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Plumbing & Electrical Service Enhancement Funds 
 
The Plumbing & Electrical Service Enhancement Funds were determined to be overstated in 
the General Ledger.  The cause for this was that transfers to cover vehicle purchases occurred 
years after the purchases were made.  The reason for delaying the transfers was that vehicle 
purchases occurred prior to the receipt of sufficient fees in order to provide some relief to 
Inspectional Services’ operations.  In essence, the funds were borrowing money and paying it 
off when sufficient fees were received. 
 
Transfers to reimburse for the purchases were supposed to occur when subsequent purchases 
(3 years later) were made.  Since the establishment of the funds, four vehicle purchases 
occurred (two in each of the funds), but only two purchases have posted.  This resulted in the 
overstatement of the funds’ balances, which in turn allowed them to accrue interest to which 
they were not entitled. 
 
Because of a deficient audit trail, the two vehicle purchases that were posted could not be 
traced to supporting purchase orders.  With the assistance of Fleet Maintenance, one was 
located.  In order to ensure the propriety of fund transfers, the ability to follow the journal 
entry to source documentation is required. 
 
 
RECOMMENDATION 1 (CSC) 
 
To ensure the propriety of fund expenditures, management should develop a policy that will 
provide guidance on the appropriate use of the Customer Service Enhancement Fund. 
 
 
AUDITEE RESPONSE 
 
We agree.  The original ordinance language was written in a broader sense to allow some 
flexibility, and it is now apparent that we need more definitive language.  The Construction 
Services Center will formulate a policy that covers what items are appropriate for use of the 
Customer Service Enhancement Fund. 
 
 
RECOMMENDATION 2 (Revenue & Finance) 
 
In order to eliminate the incentive to spend unencumbered funds at year-end, Customer 
Service Enhancement Fund transfers should occur quarterly and cover the operating fund’s 
actual expenditures of the previous quarter. 
 
 
AUDITEE RESPONSE 
 
We concur.  Transfers will be made quarterly or monthly based upon actual expenditures as 
opposed to transferring the whole amount when resolutions are initially passed.  However, 
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the department should make every effort to expend unencumbered funds towards purposes 
identified on the resolution request or purposes that fall within policy guidelines defining 
appropriate uses per Recommendation #1. 
 
 
RECOMMENDATION 3 (Revenue & Finance) 
 
Plumbing and Electrical Service Enhancement Funds transfers should be posted when the 
vehicles are purchased.  While it is unusual for a trust and agency fund to be in a deficit 
position, this is the only way to accurately reflect the funds’ balances and properly allocate 
accrued interest.  Alternatives were discussed that may prove to be a better solution to this 
issue. 
 
 
AUDITEE RESPONSE 
 
We concur with auditor comments regarding interest earnings.  We are working with the 
department in investigating alternative methods towards resolving this issue. 
 
 
RECOMMENDATION 4 (Revenue & Finance) 
 
Journal entries should be adequately supported, by reference or other means, in order to 
ensure the propriety and accuracy of the transferred funds. 
 
 
AUDITEE RESPONSE 
 
Plumbing and electrical inspector reimbursements journalized in FY02 and FY04 for vehicle 
purchases were based on actual costs incurred.  We concur with the auditor’s 
recommendation and include document acquisition references with the journal entry 
submission and provide a copy to General Accounting. 
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PLAN REVIEW TIMELINESS 
 
Residential Plans Review 
 
Residential Development Services established a goal to complete building and site plan 
reviews within 7 to 10 work days.  Fifty-one (51) residential projects were statistically 
selected for testing.  The number of working days between application date and the building 
and site approval dates per the database were recalculated.  After determining that the review 
days per the database included only reviews that resulted in approvals, the test was 
performed again by calculating the number of days for the initial review (resulting in either 
disapproval or approval).  The reason for this is that subsequent reviews should not take as 
long because only deficient items are addressed.  The difference was only minor for building 
review days and actually was less for site review days.  Below are the results: 
 
Building Review Days per Database 5.6 
Site Review Days per Database 10.1 
 
Building Review Days per Test 6.5 
Site Review Days per Test 7.8 
 
Commercial Plans Review 
 
Commercial Development Services established a goal to complete the review of building 
plans within 10 work days for all projects other than high-rises and the like, which have a 
review goal of 10 to 15 work days.  Forty-nine (49) project control numbers were statistically 
selected for testing.  The number of days between the date assigned to the applicable bureau 
and the initial site, building, electrical, fire, mechanical and plumbing review dates were 
calculated.  Below are the results: 
 
 Site Building Electrical Fire Mechanical Plumbing 
Average 12 1 0 6 1 0 
High 24 12 4 29 4 3 
% > 10 Days 50% 2% 0% 15% 0% 0% 

 
All plan reviews met the goal except for site, which averaged 12 work days.  Fifty percent 
(50%) of the projects that required a site plan review exceeded the 10 work day goal.  
According to the Commercial Development Manager, this was due to a staffing problem.  
During the audit period, two of the five site plan review positions were vacant.  The 
vacancies have since been filled.  An analysis of recent site plan reviews revealed an average 
of 7 days with a high of 13 days. 
 
Based on the above tests, Residential and Commercial Development Services performed their 
plan reviews in a timely manner.  However, because the fire plan reviews appeared out of 
line with other reviews, additional work was performed. 
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Fire Plan Reviews 
 
While on average it took 6 work days to perform a fire plan review, the 10 work day goal 
was exceeded 14.6% of the time.  Two issues should be acknowledged prior to any further 
discussion.  First, fire plan reviews occur after the other plan reviews (except for site, which 
is conducted concurrently).  This was implemented as an efficiency measure and to ensure 
accurate measurement of review times.  This does not impact the timeliness of fire plan 
reviews.  Second, the Fire Inspectors are also field inspectors.  A significant amount of their 
time is spent on site to ensure contractor compliance with approved plans.  This does affect 
the timeliness of fire plan reviews. 
 
The results of the test work indicated that fire plan reviews can be completed within the 
desired time frame.  However, the percentage of reviews exceeding the 10 work day goal 
suggests that resources may not be adequately focused to accomplish the goal. 
 
At one time, there was a working supervisor, but the position was reassigned.  During the 
audit period, there were 4 Fire Inspectors performing plan reviews, conducting inspections 
and meeting customers.  A fifth inspector was recently assigned to the bureau.  This should 
help improve the timeliness of plan reviews, but other inefficiencies were observed during 
test work. 
 
Fire Inspectors do not receive any active or direct supervision.  They report to the Deputy 
Fire Marshal, who is not involved with their day-to-day activities.  The Fire Inspectors set 
their own work and office hours.  At times, there is no one in the office to address customer 
questions.  Work assignments are generally based on geographic areas, but the inspectors do 
not strictly follow this practice.  This inefficiency carries over into the field because of a 
practice that reviewers inspect the projects they review.  Their inspection routes cross and 
may take them across the entire City during a day. 
 
Once a Fire Inspector takes ownership of a project, other inspectors are “discouraged” from 
performing any work on the project.  These territorial practices result in backlogs when any 
leave is taken as their workload sits idle until they return.  High-rise projects, which take 
more time to review and inspect, are not evenly distributed.  These practices reduce office 
time that could be made available to customers or used to perform plan reviews.  The 
customer satisfaction survey and CSC staff questionnaire indicated that the Fire Inspectors 
need direction and oversight of assignments and to be more accessible to customers. 
 
 
RECOMMENDATION 5 (Tampa Fire Rescue) 
 
The Fire Marshal’s Office should place the Fire Inspectors under more active supervision and 
address the inefficient practices cited above.  Consideration should be given to dividing the 
Fire Inspectors into plans reviewers and construction site inspectors (a rotating schedule 
could be implemented).  This would mirror CSC’s commercial operations and ensure 
someone is in the office to provide customer service. 
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AUDITEE RESPONSE 
 
We agree with the recommendations and will make changes to improve customer service, 
supervision and plan review turnaround. 
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CUSTOMER SATISFACTION SURVEY & CSC STAFF QUESTIONNAIRE 
 
Customer Satisfaction Survey 
 
The customer satisfaction survey was distributed to 60 customers.  Forty residential and 
commercial customers were selected from recent application activity and the remaining 20 
were selected at each of the two front service desks.  Of the 60 surveys distributed, 35 
responses were received (58% response rate).  Responses were assigned a numerical value of 
1 (low) to 5 (high) representing the level of agreement with the statement.  The mid-level 
response “No Opinion” was assigned a value of 3.  Customer responses were compiled and 
averages and modes (most frequently occurring response) were calculated.  Question 11 was 
deleted from the results due to non-compliant responses (responses should have been 
Yes/No, but most responded with some level of agreement).  Below are the results of the 
survey: 
 

 General AVERAGE MODE 
1 I have generally found the City staff to be responsive and helpful. 4.6 5.0 
2 In general, the City staff has dealt with me in a positive manner, 

providing options where they were available and attempting to 
help me through the applicable process. 

4.5 5.0 

3 My phone call was answered promptly and routed to the 
appropriate City staff. 

4.1 5.0 

4 I found the handouts made available to customers to be useful and 
informative in explaining the requirements I must meet. 

4.3 5.0 

5 I found the submittal requirements and forms clear and easy to 
use. 

4.4 4.0 

6 I found the Construction Services Center’s web site to contain 
accurate and useful information and easy to navigate. (3's 
removed) 

4.0 5.0 

 Permitting (2nd Floor) AVERAGE MODE 
7 I found the front desk staff courteous, knowledgeable and helpful. 4.6 5.0 
8 I found the express permit process to be efficient. (3's removed) 4.2 4.0 
9 I found the wait time to be reasonable. 4.1 4.0 

10 Were you aware of the availability of obtaining permits, paying 
applicable fees and requesting inspections via the internet? 

Yes-23 
No-5 (18%) 

11 Question deleted.   
 Residential Development (1st Floor) AVERAGE MODE 
12 I found the front desk staff courteous, knowledgeable and helpful. 4.6 5.0 
13 I found the wait time to be reasonable. 4.4 5.0 
14 The initial review of my submissions was complete and accurate.  

Additional problems did not surface later that should have been 
caught in the initial review. 

4.3 5.0 
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15 Application review turnaround time was acceptable.  I did not 
have to wait an excessive amount of time to get plans back or find 
out about problems that need to be corrected. 

3.9 5.0 

16 When staff found problems during review of my application and 
plans, they were thorough and clear in explaining what I had to do 
to correct those problems. 

4.4 5.0 

17 City staff was easily accessible when I need assistance in resolving 
problems. 

4.3 5.0 

18 City staff returned my calls promptly. 4.0 5.0 
19 Codes for permits and conditions of approval were applied by staff 

in a fair and practical manner. 
4.2 5.0 

20 Were your application and plans ultimately approved? 4.4 4.0 
 Commercial Development (2nd Floor) AVERAGE MODE 
21 The initial review of my submissions was complete and accurate.  

Additional problems did not surface later that should have been 
caught in the initial review. 

4.3 4.0 

22 Application review turnaround time was acceptable.  I did not 
have to wait an excessive amount of time to get plans back or find 
out about problems that need to be corrected. 

4.0 4.0 

23 When staff found problems during review of my application and 
plans, they were thorough and clear in explaining what I had to do 
to correct those problems. 

4.0 4.0 

24 City staff was easily accessible when I need assistance in resolving 
problems. 

3.9 4.0 

25 City staff returned my calls promptly. 3.7 4.0 
26 Codes for permits and conditions of approval were applied by staff 

in a fair and practical manner. 
4.1 4.0 

27 Were your application and plans ultimately approved? 4.3 4.0 
 Inspectional Services (3rd Floor) AVERAGE MODE 
28 It was easy to schedule inspection for my project. 4.6 5.0 
29 Inspectors were timely in responding to my requests for 

inspections. 
4.1 5.0 

30 Inspectors were knowledgeable, thorough and fair in their 
inspections. 

4.1 4.0 

31 Inspectors were clear in explaining any problems found and what 
options I had to correct the problems and get approval. 

4.3 5.0 

32 Inspectors rarely found errors in the field during construction that 
should have been caught during the plan review process. 

4.1 4.0 

33 The process for obtaining final inspection and a Certificate of 
Occupancy was satisfactory. 

4.1 4.0 
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The responses should generally be considered positive with most respondents agreeing with 
or strongly agreeing with the statements.  Only 3 of the response averages fell below 4.0.  
Residential application turnaround time average 3.9, but had a mode (most frequent 
response) of 5.0.  Commercial application turnaround time averaged 3.9 and had a mode of 
4.0.  Commercial phone response time averaged 3.8 and had a mode of 4.0.  One question 
(#10) asked whether customers were aware of the availability of obtaining permits, paying 
applicable fees and requesting inspections via the internet.  Of the 28 who responded, 5 
(18%) indicated that they were not aware of this service. 
 
Customers were also invited to add comments to their surveys.  Several were very 
complimentary and others addressed perceived problems in the review processes.  Issues 
receiving more than one comment included dissatisfaction with notification of changes to the 
review process and code requirements (2 comments) and that the Fire Marshal’s plan reviews 
were taking too long (3 comments). 
 
CSC Staff Questionnaire 
 
The CSC staff questionnaire was developed to elicit staff opinions on the strengths and 
weaknesses of CSC operations.  The questionnaire was emailed to 101 CSC employees.  
Thirty-eight (38%) responded.  Thirty (30) issues were reported more than once.  The 
managers of the 3 CSC divisions were provided the issues for comment.  Based on their 
comments and follow-up discussions, the following are presented for management’s 
consideration.  No recommendations will be made. 
 
1. The Fire Inspectors do not have an on-site supervisor.  The Fire Inspectors need 

leadership, direction and oversight of assignments.  They also need to be more accessible 
to customers.  This issue resulted from customer and staff comments and is addressed in 
another part of the audit. 

 
2. Changes to internal procedures, codes, etc. need to be communicated to customers and 

contractors to avoid unnecessary delays.  This issue resulted from customer and staff 
comments.  The Construction Services Center posts news bulletins briefs in the building 
and on its website and provides handouts to customers. 

 
3. The Construction Services Center is charged with enforcement of non-construction 

related tree issues and the evaluation of tree trimming and removals.  This issue resulted 
from staff comments.  The inclusion of this activity does not appear to be an efficient use 
of staff resources. 

 
4. Internet permitting needs to be more widely advertised.  This issue resulted from the 

customer survey.  Eighteen percent of respondents were unaware of this service. 
 
5. Inspectors are not consistent and miss non-compliance items during initial inspections.  

This issue resulted from customer comments.  The Inspectional Services Division has 
undertaken several measures to improve consistency.  It discontinued, but plans to re-
implement its Quality Control Program. 
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6. Division management should conduct this exercise (obtaining employee input) at least 

every six months.  This issue resulted from staff comments.  Division management 
solicits employee input, but in a more informal setting. 

 
7. The efficiency of the cashiering process could be improved by implementing bar code 

technology.  This issue resulted from staff comments and appears warranted if cost-
effective. 

 




