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Appendix A – 

Department Response 



CITY OF LAREDO 
BUILDING DEVELOPMENT SERVICES DEPARTMENT 

1413 Houston St., Laredo, Texas, 78040  Phone: 956.794.1625  Fax: 956.795.2998 

Memo 
To: Tina Rodriguez, Internal Auditor 

From: John Hickle, Building Development Services Director 

Date: June 2, 2022 

Re: Audit 

Building Department- Operations Review Responses 

FINDINGS RECCOMENDATION DEPARTMENT RESPONSE 
#1 LACKS WRITTEN 
MANUAL WITH 
PROCESS, POLICIES 
AND PROCEDURES 

Develop written manual with 
process, policies and 
procedures 

Concur with audit findings, we are reviewing 
and updating our Standard Operating Processes 
including 13 memorandums covering various 
processes for obtaining permits. Target date for 
completion is Q1 2023 

#2 PLANS ARE 
AUTOMATICALLY 
REVIEWED 

Internal Audit recommends 
determining if employee is 
able to approve plans and 
does have the  
authority, or fixing the 
system issue, which 
automatically approves the 
plans with this employee's 
name. In addition, 
appropriate signatures must 
accompany a stamp of 
approval on all permit 
applications. 

Partially concur- Depending on the permit 
type, reviews may or may not be required. We 
have invested in software that allows for 
electronic plan submittals. Currently 
commercial documents are received from 
registered users. Avolve integration with 
Naviline 5 and Click-To-Gov is proceeding. 
Full integration is expected to take an 
additional 2-3 quarters. We are also starting a 
pilot program for electronic submittals of 
residential project 

#3 PERMIT 
APPLICATIONS ARE 
MISSING 

Permit applications are 
missing; the Internal Audit 
Division did not receive 
seven (7) out of the fifty-five 
(55) permit applications
upon initial request.

No further action required- Missing 
applications have been provided.  
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#4 PERMIT 
APPLICATIONS ARE 
INCOMPLETE 

All plans must be reviewed 
for completion before 
moving forward with the 
project. We also recommend 
the Building Department 
require all 
contractors/builders to sign 
permit applications, which 
then makes the document a 
binding contract between the 
City and contractor/builder. 

Partially Concur- All applications have e-
signatures or wet signatures. Staff is instructed 
to require all boxes be filled out using N/A if 
needed. We are also working with Avolve and 
Naviline to integrate permit applications and 
minimize duplicate data entry inefficiencies. 

FINDING #5:  
A SAMPLE OF FIFTY-
FIVE PENNITS WAS 
SELECTED, AND 
FOUND THIRTY-SIX 
(36) INSTANCES
WHERE THE DATE
ON THE
APPLICATION DOES
NOT MATCH THE 
DATE ON THE 
REPORTS WHICH 
WERE GIVEN TO 
INTERNAL AUDIT. 
ADDITIONALLY, 
THERE ARE 
THIRTEEN (13) 
INSTANCES WHERE 
PERMITS WERE 
ISSUED AFTER THE 
TIMEFRAME TO 
ISSUE PEM1IT. WHEN 
GATHERING 
INFORMATION FROM 
THE DEPARTMENT, 
THE FOLLOWING 
WAS NOTED: 

Internal Audit recommends 
approving permits within 
their timeframe. If permit 
applications are missing 
documentation upon 
submittal, notes should be 
added to the documents 
stating the delay of the 
issuance of the pem1it. 

Disagree with partial concurrence- Avolve, 
Naviline and Click-To-Gov all track based on 
the date submitted and we have modified our 
Per-screen reviews so incomplete applications 
and submittals are returned to the persons 
submitting for corrections. Applications are 
submitted by e-mail and the process will 
continue to improve as integrations and 
automation between our software systems are 
completed. We have completed a residential 
guide for Avolve and our residential pilot 
program will begin in Q3-2022. 

FINDING #6:  
THERE HAVE BEEN 
NUMEROUS 
COMPLAINTS 
REGARDING THE 
LACK OF CUSTOMER 
SERVICE IN PERSON 
AND VIA 
TELEPHONE.  

Internal Audit recommends 
the Building Department 
acquire a system which is 
able to filter phone calls to 
the appropriate division by 
the customer answering a 
few pre-screening questions 
which will route the call to 
the correct division/person. 

Concur- We are working with IT and are 
within 1 month of installing a new phone 
system. 

ADDITIONAL COMMENTS: 
CONTRACTOR 
TECHNOLOGY 
TRAINING 

We have implemented 1 
hour Avolve Contractor 
Training in order to connect 
our technology with end 
users and improve the 
permitting process. 
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CONTRACT 
COURTESY CALLS 

We are also working on a 
call back program that 
compliments email 
notifications that are sent 
thru Avolve and have been 
stagnant without a response 
form the contractors  

PRESCREENING AND 
WALK-INS 

We have implemented 2 
person dedicated to the pre-
screening application 
process with a focus on 
Email applications and 
Walk-In traffic. Since these 
are new roles employees are 
receiving extensive training 
on the systems and process 
knowledge required to better 
serve our constituants. 
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APPENDIX B 

INTERNAL AUDIT STAFF ACKNOWLEDGMENT 

Tina O. Rodriguez, Internal Auditor 

Bianca V. Medellin, Auditor I 
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