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Department of General Services Mishandles Repairs of Schools, Other Facilities
Audit finds shortcomings in work order management
across the District in tracking, documentation, and transparency

November 28, 2022 (WASHINGTON)—The District agency responsible for maintenance and repair for all
government-owned and managed facilities has had multiple failures in its work order management
according to a new audit by the Office of the District of Columbia Auditor (ODCA).

The report, prepared for ODCA by RSM US LLP, describes the Department of General Services (DGS)
implementation and use of a computerized maintenance management system (CMMS) designed to manage
work orders from across the District and throughout a repair lifecycle—from initial request through
completion and documentation of labor and materials, including D.C. Public Schools (DCPS) facilities.

“The auditors make clear that DGS has tools it is not using,” said D.C. Auditor Kathy Patterson. “More and
better supervision, ensuring independent oversight of the work, and better transparency with government
clients are all recommendations the audit team makes to improve DGS’s handling of building maintenance.”

ODCA contracted for the audit in response to a request from D.C. Council Chairman Phil Mendelson to
review DGS handling of DCPS maintenance needs. Auditors found that eight DCPS facilities were among the
20 District locations with the highest number of work orders, and DCPS work orders made up 43% of all D.C.
work orders during the audit’s timeframe. Of more than 48,000 work orders reviewed, the most frequent
requests for maintenance were interior services (locks and doors), electrical services (lighting), and HVAC
services (heating and cooling).

The audit team documented shortcomings in the agency’s use of the CMMS, including:

e Cost data. DGS’s current use of the work order database does not fully capture work order costs. Of
the total recorded expenditures of $311.8 million between FY20 and FY21, the CMMS captured just
$31.3 million, or roughly 10% of the total. In the audit team’s sample of completed work orders with
vendor costs, only $46,339 of $150,974 in expenditures were included in the CMMS.

e Completion dates. The CMMS has the ability to provide estimated work order dates, but for 17 of
25 sampled work orders, DGS supervisory personnel failed to provide requestors with an estimated
completion date.

e Photo documentation. Work order system documentation also failed to include photos. In 25
samples, three failed to provide before photos, three failed to provide after photos, and eight of the 25
samples that included photos substituted stock images from the internet rather than actual photos from
the D.C. site.
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e Preventative maintenance. Auditors concluded that “a comprehensive preventative maintenance
program has not been implemented” putting at risk that manufacturer warranties for newly installed
equipment could be cancelled.

e Supporting data entry. DGS fails to meet response times for work orders. Within the various
samples, 11 of 18 routine work orders were not completed within the 45-day mandatory completion
time. Of the 48,356 work orders completed or closed during the audit scope, on average 55 days
elapsed between the requested date and completion of the work order within the CMMS. Fully 62% of
the high priority work orders were not completed within the mandatory 10 days.

Auditors recommended implementation of an inventory management system integrated with the work
order tracking system and “a robust supervisory review of work orders” including an independent
assessment of the accuracy and reasonableness of data entered into the DGS system.

This report was completed in conjunction with an upcoming ODCA report on the modernization of Roosevelt
High School, also prepared by RSM, and part of ODCA’s work on school modernization and DGS's
management of capital funds on behalf of DCPS.
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The mission of the Office of the District of Columbia Auditor (ODCA) is to support the Council of the District of Columbia by making
sound recommendations that improve the effectiveness, efficiency, and accountability of the District government. Learn more at
www.dcauditor.orqg. Follow us: @ODCA _DC
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