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John Greene 
Chief Audit Executive 
 

FINANCE – UTILITY CUSTOMER OPERATIONS 
TEMPORARY PERSONNEL SERVICES  

CONTRACTS 
AUDIT REPORT NO. 2017-013-UCO 

FINAL REPORT 

What We Did 

In accordance with the Office of Independent Internal Audit (OIIA) Audit Plan for 
2017, we conducted a performance audit of Finance-Utility Customer Operations 
Division (UCO) to determine whether the use of temporary personnel services was 
cost effective in achieving the division’s operational objectives of addressing their 
staffing needs. We examined the temporary personnel service contracts 
administered by Human Resources and Merit System Department (HRMS) to 
determine the vendor’s compliance with the contract terms and HRMS’ oversight of 
the contract. Additionally, we assessed whether UCO was compliant with HRMS’ 
procedures for obtaining temporary personnel. We analyzed UCO’s budget, other 
relative data and examined a sample of vendor invoices.  

  
What We Found 

Our cost benefit analysis identified that UCO’s use of temporary personnel services 
provided short-term cost savings when compared to employing permanent staff.  We 
found that UCO has high turnover rates among its temporary personnel with an 
average employment duration of approximately five months.  

HRMS did not provide UCO with pertinent information regarding the vendor contract 
responsibilities. In addition, we identified instances of vendor non-compliance with 
the contract requirements such as incomplete supporting timesheets attached to the 
invoices and we found that the vendor did not provide monthly management reports 
to HRMS that were in accordance with contract requirements. 
 
What We Recommend 

We recommend that UCO Management should:  

• Increase the hourly rate to be competitive with the market, introduce morale 
programs, worker incentives, and/or mentoring program, provide 
coaching/feedback, lower stress from overworking and foster a work/life 
balance to reduce the low retention rate of temporary staff.  

• Analyze the data to identify employee retention rates among the temporary 
personnel service vendors and work with the vendors to improve the 
recruitment of candidates. 

• Ensure that information submitted by the vendor is complete and complies 
with the contract terms. 

Additionally, HRMS should: 

• Ensure that the vendor complies with the contract terms. 
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• Perform periodic reviews of temporary employee information/data acquired 
from the user departments and reconcile them with the data in the monthly 
management reports obtained from the vendor. 

• Reinforce to the user departments the vendor obligations and requirements of 
the contract by providing a summary of the vendor requirements on the 
Request for Temporary Services form to further encourage internal 
compliance. 
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BACKGROUND AND INTRODUCTION 

Finance-Utility Customer Operations Division (UCO) provides customer service, billing and 
performs revenue collections (quality assurance, issue resolution, revenue protection and a 
customer Contact Center) that supports the Department of Watershed Management’s water and 
sewer services delivery to County residents and businesses. UCO Division, formerly a 
component of the Division of Treasury and Accounting Services (DTAS), was established as a 
separate unit during the 2015 reorganization of the DTAS.  
 
During 2015, UCO had a shortfall of Customer Service Representatives.  As a result, UCO’s 
management employed temporary personnel from Hire Dynamics, LLC (HD) to meet their staffing 
needs. The HD contract, effective October 14, 2014, is a cooperative agreement with Fulton 
County Schools to provide Customer Service Representatives at a rate of $15.62 per hour.  
 
In July 2016, UCO obtained temporary hires from Corporate Temps, Inc. (Corporate Temps) a 
countywide temporary personnel services contract administered by HRMS. UCO also obtained 
temporary hires from KLS, a subcontractor of Corporate Temps. The table below (Exhibit 1) is a 
summary of positions that Corporate Temps provides for UCO. 
 

  DEKALB AND CORPORATE TEMPS PAY RATE COMPARISON                                                                                          

TEMPORARY PERSONNEL SERVICES 

 JULY 2016 -MAY 2017 

EXHIBIT 1 

DEKALB POSITION TITLE 

CORPORATE 
TEMPS 

RATES PER 
INVOICE 

ACTUAL 
WAGES PAID 

TO 
TEMPORARY 

HIRE 

DEKALB 
COUNTY 

POSITION 
WAGE RATE 

EFFECTIVE DEKALB 
COUNTY PAY RATE 

(INCLUDES 
INSURANCE, 

PENSION COSTS, 
FICA) 

Customer Service 
Representative $15.41 $11.25 $15.56 $24.93 

Billing Specialist (Triage and 
Daily) $26.03 $20.75 $17.52 $27.40 

Customer Service 
Representative Supervisor $20.55 $15.00 $23.39 $34.80 

Quality Assurance Trainer $34.25 $25.00 $24.36 $36.04 

Operations Analyst 1 $32.93 $24.00 $25.66 $37.68 

Administrative Assistant 1 $17.47 $13.50 $19.23 $29.56 

1 These positions titles represent one temporary position 

 

Corporate Temps is required to comply with the requirements of the contract, which includes, but 
is not limited to the following: 

• Group invoices by department shall be provided in hard copy and in electronic format.  

• Corporate Temps will be responsible for providing DeKalb County Human Resources and 
Merit System Department a monthly management report and customer usage report for 
each DeKalb County Department by the 10th business day of each month. 
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To encourage professional development and facilitate the retention of knowledgeable 
experienced temporary personnel, the County implemented a Top Performers/DeKalb Promotion 
Program.  The program identifies high performing temporary staff and transitions them into time-
limited employment within the County. 

During September 2016, DeKalb County issued a moratorium due to citizen concerns about 
water meters and water bills. Throughout the moratorium, approximately 37,000 customers’ bills 
were withheld from distribution which adversely affected the service levels. While the moratorium 
was in place, customers who had an active dispute and paid their average bill were not subjected 
to disconnection. In addition, Customers were not penalized for DeKalb County error. 

AUDIT RESULTS 

The temporary personnel services provide short-term savings of around 69% when compared to 
employing permanent employees. UCO maintained about 70 temporary staff monthly for the 
audit period, which includes 60 Contact Center staff, 4 Contact Center supervisors, 1 Quality 
Assurance Trainer and 5 Billing Specialists (triage and daily billing).   
 
In addition, we identified the following findings and recommendations relating to compliance and 
practices and some additional items for consideration. 

FINDING 1 – LOW RETENTION RATE AMONG TEMPORARY HIRES 

 
Objective: To determine whether the use of temporary personnel services was cost effective in 
achieving the division’s operational objectives of addressing their staffing needs. 

Criteria: The use of temporary personnel is to address inefficiencies in UCO operations and to 
streamline the gaps during the process of hiring permanent Customer Service Representatives 
(CSR). 

Condition: UCO has a high turnover among its temporary hires mainly due to resignations and 
terminations. During the audit period, temporary hires maintained employment with UCO for an 
average of 159 days (Exhibit 2). UCO retained about 8% (Chart 1) of Corporate Temps hires, 
9% (Chart 2) of Hire Dynamics hires, and 8% (Chart 3) of KLS (subcontractor of Corporate 
Temps) hires during the audit period. The data in the charts below also displays a significantly 
high turnover among the Contact Center (Customer Service Representatives) temporary hires.  

In June 2017, UCO implemented the Top Performers Program to improve the attrition rate of the 
Temporary Contact Center employees.    
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Exhibit 2 – Compares the average days of hire among temporary staff by vendor for period under 
audit (Chart excludes temporary hires that did not have a start date listed in the data). 
 

AVERAGE DAYS OF EMPLOYMENT 

HIRES WITH START DATE OF Jan 2015 to May 2017 

EXHIBIT 2 

VENDOR AVERAGE DAYS 

Corp Temps * 115 

Hire Dynamics 109 

KLS (Subcontractor for Corporate Temps) 254 

Average Total Days 159 

* This includes 3 temporary employees transferred from Hire Dynamics to Corporate Temps; average days of employment days without Hire 
Dynamics Employees were 107. 

 

Chart 1 Compares retention rates among temporary staff to termination and resignation rates for 
Corporate Temps. 

 

* Of the 10 temporary personnel transferred from Hire Dynamics, 4 "Still Employed", 3 "DeKalb Promotion", 2 "Resignation", 1 "Terminated".  
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Chart 2 Compares retention rates among temporary staff to termination and resignation rates for Hire 
Dynamics. 

 

* Still Employed represents 10 individuals who transferred to Corporate Temps 

Chart 3 Compares retention rates among temporary staff to termination and resignation rates for KLS.  
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Cause: In our discussion with the Interim Assistant Director, Finance – UCO, the low retention 
rate that persists among Contact Center staff is due mainly to market competition from other area 
call centers. 

Consequence: High turnover rates can affect UCO’s productivity by significantly reducing the 
level of experienced personnel. The loss of experience personnel or knowledge base can lead to 
“brain drain” which may result in temporary staff’s inability to resolve moderate to difficult issues 
and possible impediments of service particularly during peak seasons. In addition, high employee 
turnover can lead to direct and indirect costs such as training costs, replacement costs, poor 
customer service, and workload and pressure on the existing employees resulting in losing 
additional employees. 

Recommendation: 

UCO Management should: 

• Increase the hourly rate to be competitive with the market, introduce morale programs, 
worker incentives, and/or mentoring program, provide coaching/feedback, lower stress 
from overworking and foster a work/life balance to reduce the low retention rate of 
temporary staff.  

• Analyze the data to identify employee retention rates among the temporary personnel 
service vendors and work with the vendors to improve recruitment of candidates. 

FINDING 2 – VENDOR NOT COMPLIANT WITH REQUIREMENT 17 

 
Objective: To determine whether the vendor complied with the contractual agreements. 

Criteria: Per Contract 1009746 Requirement 17, “The successful Vendor will be responsible for 
providing DeKalb County Human Resources and Merit System Department a monthly 
management report and customer usage report for each DeKalb County Department by the 10th 
business day of each month. Reports must be on a separate page for each DeKalb County 
Department, and must include at a minimum: (1) the total number of employees utilized by 
position category; (2) assignment billing address; (3) total number of hours worked per employee; 
(4) total cost of position skill or category, including billing rate and pay rate; and (5) a grand total 
of employees, hours, and costs. The monthly management report shall be provided in hard copy 
and in electronic format in Microsoft Excel.”1 

 
Condition: The management reports provided by the vendor were not in accordance with 
Requirement 17. The two monthly management reports that we received did not contain all 
pertinent information that would assist in the reconciliation of monthly reports to the invoices and 
timesheets.  

In our discussion with the Human Resources Operations Administrator, we were informed that 
the vendor did not consistently provide the monthly management reports as required by the 
contract and the reconciliation of the monthly management reports was not performed by HRMS.  

                                            
1 Corporate Temps, Inc. Contract 1009746 pg. 25 
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Consequence: Contract monitoring is a key process in ensuring the vendor adequately performs 
the contracted service. Lack of monitoring could lead to the contractor not fulfilling the obligation 
of the contract and/or overbilling.  

Recommendation: 

UCO Management should: 

• Ensure that information submitted by the vendor is complete and complies with the 
contract terms. 

 
HRMS should: 

• Ensure that the vendor complies with the contract terms. 

• Perform periodic reviews of temporary employee information/data acquired from the user 
departments and reconcile them with the data in the monthly management reports 
obtained from the vendor.  

• Reinforce to the user departments the vendor obligations and requirements of the contract 
by providing a summary of the vendor requirements on the Request for Temporary 
Services form to further encourage internal compliance. 
 

FINDING 3 - VENDOR NOT COMPLIANT WITH REQUIREMENTS 18 and 19 

 
Objective: To determine whether the vendor complied with the contractual agreements. 

Criteria: Per Contract 1009746 Requirement 18, “Group time sheets shall be provided for each 
division/department in hard copy and in electronic format in Microsoft Excel by Monday of each 
week. For billing and tracking purposes, all time sheets should indicate the name, social security 
(or other unique identifier such as birthdate), time in and out, lunch time out and in, and a two (2) 
digit department code (provided by DeKalb County) for each day, Monday through Sunday. 
Week-ending date should be on all time sheets. The time sheet should provide places for the 
employee’s signature and a DeKalb County approval signature. An employee must work a full 
forty (40) in a work week before overtime can be considered. Temporary employees shall not 
work in excess of (40) hours per work week without prior written approval by the County.”2 

Per Contract 1009746 Requirement 19, “Group invoices by department shall be provided in hard 
copy and in electronic format in Microsoft Excel. Invoice must contain the following information at 
a minimum: (1) division/department number; (2) invoice number; (3) purchase order number; (4) 
week-ending date and invoice date; (5) description of job title; (6) employee name; (7) hours 
worked, hourly billed rate, and total amount due for each employee; and (8) invoice totals to 
include total hours worked and total payment due.”3 

Condition: The time sheets provided by the vendor were not compliant with all components of 
Requirement 18.  The time sheets did not consistently list unique identifiers for all temporary 
hires and did not include a “lunch time out and in” component.  

                                            
2 Corporate Temps, Inc. Contract 1009746 pg. 26 
3 Corporate Temps, Inc. Contract 1009746 pg. 27 
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Furthermore, the group invoices submitted by the vendor were not compliant with Requirement 
19. The invoices did not include job titles or a sum of the total hours worked for all temporary 
hires.  

Cause: UCO was not aware of the vendor responsibilities outlined in the contract. 

Consequence: The contract information is essential in providing UCO with key contract 
requirements and assisting them in validating invoices and temporary employee information, and 
ensuring supporting timesheets are complete. When unique identifiers are not included, this may 
cause HRMS to misclassify temporary personnel and identify potential vendor misstatements. 
Furthermore, there is an increased risk of error in timesheet data due to vendor non-compliance. 

Recommendation: 

UCO Management should: 

• Ensure that information submitted by the vendor is complete and complies with the 
contract terms. 
 

As mentioned in the recommendation for Finding No. 2, HRMS should: 

• Reinforce to the user departments the vendor obligations and requirements of the contract 
by providing a summary of the vendor requirements on the Request for Temporary 
Services form to further encourage internal compliance. 

 
ADDITIONAL ITEMS FOR CONSIDERATION 
 

SERVICE LEVELS 

 
Call volumes throughout the initial moratorium period increased significantly. The spike in calls 
adversely affected service levels during the period. UCO’s objective was to maintain a service 
level rate of around 80%. During the immediate period after moratorium period (September 2016-
November 2016), UCO experienced an average service level rate of about 30% (See Exhibits 3). 
The Average Time to Answer during this period was 00:11:25 minutes (See Exhibits 3) per call. 
 
In February 2017, the New Day project was rolled out to address the issue of inaccurate billing 
and delayed bills. The New Day project sought to resolve the inefficiencies within UCO regarding 
understaffing and the lack of coordination between UCO and the Watershed Department. 
Throughout the period after the New Day project was implemented, service levels improved to 
around 89% (See Exhibit 4) from January 2017 to May 2017. Average Time to Answer 
decreased to approximately 20 seconds (See Exhibit 4) for the period. Consequently, call 
volumes declined during the period, which may be directly correlated to the moratorium. 
Furthermore, the service levels performance are directly related to call volume. When Average 
Call Per CSR declines to 1,000 or less, UCO maintains its targeted service level rate of 80% 
(See Exhibits 3 and 4). 
 
In order for UCO to ensure continuance of adequate service levels, we recommend that UCO 
consider using trend analysis, incorporate the results of the trend analysis and work with 
Watershed Management through sharing of statistical information/data to adequately plan for 



OFFICE OF INDEPENDENT INTERNAL AUDIT 

DEKALB COUNTY GOVERNMENT 

AUDIT OF TEMPORARY PERSONNEL SERVICES CONTRACTS 

FINAL REPORT 

 

 

Audit Report No. 2017-013-UCO • Page 12 of 34 

peak seasons and budget for their staffing needs.  In addition, deploy methods to identify 
opportunities to decrease potential idle capacity; and continue efforts to retain experienced staff 
to maintain service level rates that are consistent with UCO’s objective during periods of high call 
volumes. 
 

AVERAGE UCO CALLS 
SEPTEMBER 2016 TO NOVEMBER 2016 

EXHIBIT 3 

MONTH 

AVERAGE 
SERVICE 
LEVELS 

TOTAL 
CALLS 

OFFERED 
AVERAGE  CALLS 

ANSWERED 

AVERAGE OF 
NUMBER OF 
CSR STAFF 

AVERAGE CALL 
PER CSR 

AVERAGE 
TIME TO 
ANSWER 

Sep-16 33.5 42,111  36,615  32  1,144  5:45 

Oct-16 9.3 45,348  30,808  25  1,232  16:31 

Nov-16 45.9 34,608  25,583  24  1,066  12:00 

AVERAGE 29.6 249,613  34,902  29    11:25 

 

AVERAGE UCO CALLS 

JANUARY 2017 TO MAY 2017 

EXHIBIT 4 

MONTH 

AVERAGE 
SERVICE 
LEVELS 

TOTAL 
CALLS 

OFFERED 
AVERAGE CALLS 

ANSWERED 

AVERAGE OF 
NUMBER OF 
CSR STAFF 

AVERAGE CALL 
PER CSR 

AVERAGE 
TIME TO 
ANSWER 

Dec-16 90.1 25,421  25,259  32  789  0:18 

Jan-17 82.4 25,556  25,100  26  965  0:40 

Feb-17 88.8 24,372  24,008  27  889  0:24 

Mar-17 95.6 24,720  24,650  32  770  0:07 

Apr-17 88.7 22,368  22,164  28  792  0:20 

May-17 89.4 24,057  23,864  26  918  0:16 

AVERAGE 89 181,102  24,375  28    0:20 

 

BACKGROUND CHECKS 

 
HRMS does not obtain copies of criminal background checks. Criminal background checks 
reduce the risk of hiring individuals who could potentially harm the County or create a safety 
hazard for customers and other employees.  Contract 1009746 does not expressly require 
background checks to be obtained by either HRMS or user departments. Requirement 8 of the 
contract states, “Successful Vendor must complete a criminal background check before 
employee is assigned to DeKalb County… A copy of the temporary employee’s police fingerprint 
check shall be retained on file by the successful Vendor and DeKalb County may review said file 
upon request.” Moreover, UCO did not request that the vendor provide criminal background 
check information. Because temporary hires are exposed to sensitive and/or personal customer 
information, we suggest that either UCO or HRMS obtain and review criminal background checks 
for temporary hires to ensure their hiring procedures coincide with the DeKalb County’s 
employment policies. 
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PROTECTED PERSONAL INFORMATION 

 
During our examination of the vendor information, we received timesheets with the temporary 
personnel’s social security numbers. The social security numbers are Protected Personal 
Information (PPI), which is “any information or characteristics that may be used to distinguish or 
trace an individual’s identity, such as name, SSN, or biometric records.”4 It must be strictly limited 
to individuals with an official need to know. 
 
In instances where PPI must be transmitted via paper document, fax, or email, “the originator 
must take every step to properly mark the correspondence so that the receiver of the information 
is apprised of the need to properly protect this information. For example, when transmitting PPI in 
a paper document. FAX, or E-Mail, it may be appropriate to mark it “FOR OFFICIAL USE ONLY 
(FOUO) – PRIVACY SENSITIVE. Any misuse or unauthorized disclosures may result in both civil 
and criminal penalties.”5 
 
According to the DeKalb County Innovation and Technology Sensitivity Policy section 3.2, “More 
sensitive: Business, financial, technical, and most personnel information marking guidelines for 
information in hardcopy or election form. Note: any of these markings may be used with the 
additional annotation of “3rd Party Confidential”. As the sensitivity level of the information 
increases, you may, in addition or instead of marking the information “DeKalb County 
Confidential” or “DeKalb County Proprietary”, wish to label the information “DeKalb County 
Internal Use” or other similar labels at the discretion of your individual business unit or 
department to denote a more sensitive level of information. However, marking is discretionary at 
all times.”6 
 
HRMS should work with the vendor to manage PPI data appropriately and take every precaution 
to protect it from loss, unauthorized access or theft. Misusing, losing or otherwise compromising 
PPI can result in an expensive financial cost to the County and possibly damage the County’s 
reputation.  

                                            
4 https://www.law.cornell.edu/cfr/text/32/701.115 
5 https://www.law.cornell.edu/cfr/text/32/701.115 
6 DeKalb County Innovation and Technology Sensitivity Policy pg. 6 



OFFICE OF INDEPENDENT INTERNAL AUDIT 

DEKALB COUNTY GOVERNMENT 

AUDIT OF TEMPORARY PERSONNEL SERVICES CONTRACTS 

FINAL REPORT 

 

 

Audit Report No. 2017-013-UCO • Page 14 of 34 

APPENDIX  
 

Appendix I – Purpose, Scope and Methodology 
Purpose 
 
The purpose of the engagement was: 
 

• To determine whether temporary employee services contracts are in compliance with 
contractual agreements. 

• To determine whether the use of temporary personnel services was cost effective in 
achieving the division’s operational objectives of addressing their staffing needs. 

• Identify opportunities to improve efficiency and effectiveness surrounding the use of 
temporary personnel services.  

 
Scope and Methodology 
 
The scope of the engagement was to examine temporary services contracts that are utilized by 
UCO for the period January 1, 2015 through May 31, 2017. 
 
The methodology included but was not limited to the following: 
 

• Obtain and review temporary services contracts utilized by UCO. 

• Review DeKalb County ordinance or administrative procedures for policies on temporary 
personnel.  

• Research Federal law applicable to temporary personnel/employees. 

• Interview UCO management to an understanding of the process for hiring temporary 
employees. 

• Review the expenditures and other documentation for compliance with contracts.  

• Review of other applicable documents. 
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Appendix II – Definitions 
 
CAT (Customer Assurance Transfer) - Contact Center staff that transition into a customer 
assurance capacity. 
 
DeKalb Promotion – The County implemented a Top Performers Program, which identifies high 
performing temporary staff and positions them for time-limited employment with the County. The 
goals of the Top Performers program are to improve retention, encourage professional 
development and create for greater transferable knowledge.  
 
Customer Service Representative – Performs customer service functions; provides 
information/assistance regarding water, sewer, sanitation or other services, procedures, 
documentation, fees, or other issues on the phone or in person; distributes forms and 
documentation; responds to routine questions or complaints; researches problems/complaints;  
and initiates problem resolution.7 

Triage Billing Specialist (TBS) – The primary function is to troubleshoot issues related to the 
37,000 held bills, support the moratorim’s dispute process, resolve complex billing issues, and 
provide support and research for data validation billing matters and disputed bills. TBS were hired 
to support the County’s New Day initiative and began with the UCO Division during March 2017. 

Billing Specialist (Daily Billing) – Delivers timely and accurate billing statements; reviews and 
researches billing account variances and exception activity. 

New Day Project – A phased effort that commenced during January 2017 to resolve the County’s 
water billing crisis and restore the public trust in the County’s water billing process.  

Quality Assurance Trainer - Manages, directs and evaluates assigned staff, processing 
employee concerns and problems, directing work, counseling, disciplining, and completing 
employee performance appraisals.8 

 
 
 
 
 
 
 
 
 
 

 
  

                                            
7 Taken from position link of DeKalb Paybook February 2018 
8 Taken from position link of DeKalb Paybook February 2018 
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Appendix III – Management Response
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STATEMENT OF ACCORDANCE  
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Statement of Accordance 
 

The mission of DeKalb County is to make the priorities of the citizens of DeKalb County; the priorities of 
County government  - by achieving a safer DeKalb, building stronger neighborhoods, creating a fiscally 
accountable and more efficient county government and uniting the citizens of DeKalb County. 
 
The mission of the Office of Independent Internal Audit is to provide independent, objective, insightful, 
nonpartisan assessment of the stewardship or performance of policies, programs and operations in promoting 
efficiency, effectiveness and integrity in DeKalb County. 
 
This performance audit was prepared pursuant to DeKalb County, Georgia – Code Ordinances/Organizational 
Act Section10A- Independent Internal Audit. We conducted this performance audit in accordance with 
generally accepted government auditing standards.  Those standards require that we plan and perform the 
audit to obtain sufficient, appropriate evidence to provide a reasonable basis for our findings and conclusions 
based on our audit objectives.  We believe that the evidence obtained provides a reasonable basis for our 
findings and conclusions based on our audit objectives.  
 
This report is intended for the use of the agency to which it was disseminated and may contain information 
that is exempt from disclosure under applicable law.  Do not release without prior coordination with the Office 
of Independent Internal Audit. 
 
Please address inquiries regarding this report to the Office of Independent Internal Audit at 404-371-2765. 


