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To: DPW CommissionersFr: Chapin Spencer, DirectorRe: Director’s ReportDate: January 11, 2018
WATER/WASTEWATER BILLING ERRORThe update on the UVM water/wastewater billing error is attached.  This is a follow up from myprevious memo and briefing to the Commission in December.
INTERVALE ROAD SCOPING STUDY UNDERWAYThe CCRPC, City of Burlington and Intervale Center, along with consultant VHB, are partnering on astudy to identify walk/bike improvements along Intervale Road. The corridor is increasingly busywith a mix of autos, farm vehicles, large trucks, and pedestrians and cyclists. The study will analyzeexisting conditions, consider future developments and make recommendations on ways to improvesafety for all travelers. The initial public meeting was January 10, 2018. The presentation andmore information can be found here: https://www.ccrpcvt.org/our-work/transportation/current-projects/scoping/intervale-road-pedestrian-bicycle-access-feasibility-study/.
PLOWING UPDATESThe early January deep freeze and high winds made ice and snow management on our roads andsidewalks challenging.  To provide context to the public, we provided this update that can be foundunder Press Releases on our website: https://www.burlingtonvt.gov/Press/With-Warmer-Temps-Public-Works-to-Redouble-Efforts-to-Clear-City-of-Snow-and-Ice. If any member of the publicidentifies a problem area with ice and snow in the public ROW, they are encouraged to report it tous – either through calling our Customer Service team or by reporting it on SeeClickFix.
GREAT STREETS STANDARDSThank you for the DPW Commission support last month.  The BED Commission supported thelighting components of the standards at their January meeting.  The standards are already beingused to design the new section of St Paul Street between Main and Maple and the new streetsections adjacent to City Place Burlington (formerly Burlington Town Center).
THANK YOU BILLY BURNS!After 33+ years of dedicated service to our department, most as the Traffic Forman, Billy Burns hasdecided to retire. He has excellently managed our traffic and parking operations including painting,signs, meters, parking lots and crossing guards and it will be a real loss to have him go.  Billy’sfrequent self-effacing jokes and his instant rapport with people have only been outmatched by hisdedication to our City.Feel free to reach out with any questions prior to Wednesday’s Commission meeting.
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To:  City Council
Public Works Commission
Mayor Miro Weinberger

Fr:  Chapin Spencer, Director
Megan Moir, Assistant Director – Water Resources

Re:  Water & Wastewater Billing Issue – Update and Next Steps
Date:  December 29, 2017

In our December 1, 2018 communication on the Water & Wastewater Billing Issue to the Board of
Finance, we pledged to provide a “full update report on our findings and progress resolving any
outstanding issues prior to the end of 2017”.  This communication provides the end-of-year update.
Previously provided information is reiterated in the “Background” section following the update.

Recent Progress and Next Steps:

1. Revising Policies and Procedures
a. The updated Billing Standard Operating Procedures and Policies document has been

provided to KPMG for their review.

2. Third Party Assessment
a. A letter of engagement was executed with KPMG (see “Letter of Engagement”)
b. An initial kickoff work session was held December 11 – 13 with Water Resources and

c. To date, 26 of the 99 compound meters have been inspected, including 13 at UVM.
d. Additional UVM meter inspections are scheduled for the week of January 2.
e. An additional 31 meter inspections have been scheduled.
f. Next Steps:  Continue completing and scheduling meter inspections. Select 10 sites for

validation inspection by KPMG and complete validation inspection.  KPMG to compare
field data with billing date export.

3. Delivering Timely & Comprehensive Reports
a. We will deliver our next report on/before February 28.  It is expected that the Compound

Meter Assessment will be substantially complete by that date.

KPMG.  Outcomes included: Training for KPMG on compound meter technology,
Flexibill Billing system, review of existing SOPs, development of electronic form for
inspection of meters, development of data comparison process, visit of a compound meter
in the field to test inspection protocols.  (See “Workshop Notes”)
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Our current goal is to complete the Third Party Assessment by the end of January.  However, scheduling
challenges related to the holiday season may push the completion of the assessment into the first part of
February.  That being said, we have benefitted from substantial cooperation by our compound meter
customers in scheduling the meter inspections.

Please do not hesitate to contact us with any questions. Thank you.

Background:
In mid-November, in the course of investigating UVM’s request to review the compound meter at
University Heights – South Complex, DPW staff identified a likely billing error.  For explanation,
compound meters have two meter heads to handle the continuum of flows (ranging from small to large)
typical of larger buildings and commercial customers.  Based on our current understanding, it seems that
when the University Heights – South Complex account was established in 2006, the radio box
identification numbers for the small and large meters were transposed when entered into our billing
system.  As a result, account #70053600, set up for the large meter head, was recording and billing the
readings from the small meter head resulting in overcharge on that account.  Account #70053590, set up
for the small meter head, was recording and billing the readings from the large meter head resulting in an
undercharge on that account.

It appears that this error has resulted in a substantial net overcharge of over $2 million to UVM for these
metered accounts for Water and Wastewater.  We have notified UVM of this issue, as well as the City’s
auditor and Moody’s – our credit rating agency.  While a significant issue, the total overbilling
accumulated over a number of years and the City’s credit rating agency upgraded the City’s credit rating
to A2 even after being alerted to this issue.

A billing issue of this significance demands a full and timely response.  DPW management immediately
alerted the City Attorney’s Office, Chief Administrative Officer, and Mayor’s Office after uncovering the
2006 error.  At the direction of the Mayor, DPW has moved quickly to procure an independent third-party
assessment of our compound meter system, conducted an intensive investigation into this issue, and
reviewed and improved internal operational procedures.  This comprehensive review by a third party as
well as DPW staff will determine whether any additional compound meter issues exist and implement
enhanced controls moving forward to protect against these errors.

After completing the preliminary investigation, DPW notified UVM Physical Plant on November 22 of
this billing anomaly.  We also told them that we would hold the upcoming bills on the University Heights
accounts until the issue was better understood.  We said we would be back in touch by December 15,
2017 with more information.

Additional Information on the Compound Meter System
There are 99 compound meters in the City’s water distribution system.  These meters represent a small
percentage of the approximate 10,000 accounts city wide, but the compound meters represent a
substantial portion of our community’s water usage and resulting revenue to the Water and Wastewater
enterprise funds.  Given that the compound meters each have two meter heads and two radio
communication boxes, there is more complexity in the installation and billing set-up for these accounts.

This error was the second issue we uncovered this year related to the installation of a compound meter .
In October 2017, we made a presentation to the Board of Finance outlining a City refund to a commercial
customer (Zero Gravity) when we discovered an installation documentation error in the compound meter
serving that business.  In this case, the error was different than that which caused the overbilling for UVM
in that the radio box identification numbers were transposed on the installation documentation – resulting
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in a similar situation of overcharging the customer.  As a result of this error, DPW Water Resources
initiated an internal policy regarding compound meter installations that require two meter technicians to
be present for the meter installation and radio box wiring – and for both meter technicians to confirm and
sign off on the installation paperwork to ensure the radio box identification numbers are correctly listed.

Assessing Weaknesses and Finding Opportunities
The UVM billing initiation error, while separate and distinct from the Zero Gravity installation issue,
shared some common attributes that indicate the need for an in-depth review to ensure there are no
additional issues.  As described at the December 4, 2018 presentation at the Board of Finance, our full
system review includes three main steps:

1. Revising Policies & Procedures: Earlier this year, in response to a FY2015 Audit Management
Letter item (#3), DPW Water Resources worked with the Clerk/Treasurers office and auditing
firm Sullivan & Powers to complete an internal audit of our Billing Standard Operating Policies
and Procedures (SOPs).  Our written policies and procedures have been enhanced to further
codify distinct procedural improvements and strengthen internal controls particularly around
compound meters.  Additional controls may be recommended and incorporated through the third-
party assessment below.

2. Hiring an Auditing Firm to Conduct an Independent Third-party Assessment: We sought
three assessment proposals, received two and brought KPMG’s proposal forward for the Board of
Finance’s approval on December 4th to undertake the scope of work summarized below.  The
executed letter of engagement is attached.  We will utilize fund balance from Water and
Wastewater funds to pay for this assessment.  The scope includes:
1) Reviewing the installation and proper billing account set-up for our 99 existing compound

meters – with an initial priority on UVM’s 25 compound meters.
2) Reviewing the meter-to-bill process, providing findings on any material weaknesses, and

recommending further revisions to our policies and procedures that we will then implement.

3. Delivering Timely and Comprehensive Reports: We pledged to provide the Mayor, City
Council, the Public Works Commission and our customers a full update report prior to the end of
2017 on our findings and progress resolving outstanding issues.  Furthermore, we pledged to
report every 60 days thereafter until we close out any remaining items on our punch list.

As mentioned in our initial memo, the customer is at the core of all we do at DPW.  Team DPW remains
fully resolved to find the problems, address all identified issues, and work diligently to not let them
happen again.  We do want to commend DPW Water Resources staff for their effort to uncover and report
these issues and quickly move to implement additional controls to strengthen our metering and billing
systems.
























