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Agenda Scope & Objective

Conclusions
• Service Requests
• Performance Monitoring
• Policies and Procedures
• Staff Training

Procedures



Scope
Service requests submitted to the 
UCC from January 1, 2023 to 
December 31, 2023.

Objectives
• Evaluate the management 

processes for requests from all 
points of contact

• Determine if requests are assigned 
within a timely manner (per UCC 
policies and procedures)



• Internal Audit met with the UCC 

manager to gain understanding of 

UCC processes

Pro c e ss Wa lkthro ug hs
• Re vie we d  UC C ’s p o lic ie s a nd  

p ro c e d ure s

• Te ste d  sa mp le  p o p ula t io ns to  

ve rify c o nt ro ls a re  a d e q ua te ly 

d e sig ne d  a nd  wo rking  a s inte nd e d

C o nt ro l Te st ing

Audit Procedures



The controls surrounding UCC service request routing, 
e mp lo ye e  t ra ining , ma na g e me nt  re p o rt ing , a nd  sta ff 

mo nito ring  a re  a d e q ua te ly d e sig ne d  a nd  o p e ra t ing  

e ffe c t ive ly. 

Audit Conclusion



The UCC receives service requests from the public through 
the ir Call Cen te r, e -m ail, on line  se rvice  request system  and  

the  MKEm obile  App.

In te rna l Audit random ly se lected  25 requests to  te st to  
ve rify se rvice  requests were  rou ted  to  the  correct 

departm ent.

Con clu s ion : UCC is e ffective ly rece iving, inpu tting in to  the  
system , and  ensuring requests a re  d irectly rou ted  to  the  
appropria te  departm ent or provided  with  the  inqu ired  

in form ation .

Rou t in g 
o f Se rvice  
Re q u e s t s



Call Metrics
The UCC receives most of their requests 
through their Call Center, receiving 800 to 
1,000 phone calls a day. Their call answering 
target is 60 seconds and the average speed 
of answer of all calls in 2023 is 68 seconds.

Internal Audit reviewed UCC call metrics and 
compared them to department call handling 
targets. 

C o n c lusio n : Whe n the re  a re  no  sp e c ia l 
c irc umsta nc e s tha t  ma y c a use  a  sp ike  in 
inc o ming  c a lls fo r the  C a ll C e nte r, the  UC C  
C a ll C e nte r is g e ne ra lly me e t ing  c a ll ha nd ling  
ta rg e ts. 



Performance Monitoring

The call handling data is used by UCC 
supervisors on a monthly basis to 
review the performance of UCC 

agents, ensuring the efficiency of the 
Call Center, and providing coaching 

to agents who underperform

Mo nt hly Re p o rt s:

The  UC C  ma na g e r e ffe c t ive ly use s 
the  d e p a rtme nt  c a ll d a ta  fo r 
c o nt inuo us mo nito ring  o f va rio us 
p ro c e sse s. 

C o nc lusio n:

Mo nthly me tric s a re   use d  to  e nsure  
the  UC C  shift s a re  a d e q ua te ly 

sta ffe d  to  me e t  p e rfo rma nc e  
o b je c t ive s b a se d  o n a nnua l t re nd s.

Ad e q ua t e  St a ffing :



Policie s  a n d  
Proce d u re s

Internal Audit obtained the UCC’s 
policies and  p rocedures and  ve rified  
the  UCC has policies and  p rocedures 
in  p lace  for a ll UCC positions, 
p rocesses, and  p rogram s used . 

The  UCC m anager crea tes and  ed its 
the  policies and  p rocedures as 
needed , ensuring tha t a ll p rocesses 
a re  up-to-da te  for UCC agen ts to  
re fe rence .  

Con clu s ion : The  UCC has aqeduate  
and  up-to-da te  policies and  
p rocedures in  p lace



As part of the Policies and Procedures 
review, In te rna l Audit ve rified  the re  a re  
sta ff tra in ing procedures for a ll UCC 
positions. 

Con clu s ion : The  tra in ing procedures a re  
adequa te ly designed  to  m onitor new sta ff 
p rogress and  to  p rovide  coach ing for UCC 
em ployees beyond  the  in itia l poin t of 
h ire . UCC sta ff and  tem porary agen ts a re  
tra ined  on  the  m ost up-to-da te  policie s 
and  procedures.

St a ff 
Tra in in g



Thank you!
Adriana Molina
Audit Manager

Amolina@Milwaukee.gov

Ana Gutierrez
Audit Lead

Ana.Gutierrez@Milwaukee.gov

Beka Bein
Audit Partner

Rebekah.Bein@Milwaukee.gov
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