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Foreword

This audit was conducted pursuant to Resolution 06-003, Requesting
the City Auditor to Audit the City’'s Abandoned and Derelict Vehicles
Program, which was adopted by the Honolulu City Council on
January 25, 2006. The resolution identified concerns that even after
avehicleiscited as abandoned, it may take several weeks to several
months between the time of the citation and the time that the vehicle
isactually towed, and that many residents have complained of
persons removing parts from abandoned vehicles |eft in their
neighborhoods and leaving the stripped and now derelict vehicle and
its hazardous materials behind. This audit examined the
effectiveness and efficiency of the city’s abandoned and derelict
vehicle program, assessed the adequacy of the city’s contracts with a
private tow contractor, and offers recommendations to improve
abandoned and derelict vehicle operations and serviceto O‘ahu’s
communities and residents.

We wish to express our appreciation for the cooperation and
assistance provided to us by the staff of the Customer Services
Department, the Honolulu Police Department, and others who we
contacted during this audit.

Ledliel. Tanaka, CPA
City Auditor
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EXECUTIVE SUMMARY

Audit of the City's Abandoned and Derelict Vehicle
Program

Report No. 07-01, April 2007

Thisauditwasconducted pursuant to Resol ution 06-003, Requesting
the City Auditor to Audit the City’ s Abandoned and Derelict
VehiclesProgram, whichwasadopted by theHonolulu City Council on
January 25, 2006. Theresolutionidentified concernsthat evenaftera
vehicleiscitedasabandoned, it may takeseveral weeksto several
monthsbetweenthetimeof thecitationandthetimethat thevehicleis
actually towed, andthat many residentshavecomplained of persons
removing partsfromabandonedvehiclesleftintheir neighborhoodsand
leavingthestripped and now derelict vehicleanditshazardousmaterials
behind. Thisauditexaminedtheeffectivenessand efficiency of thecity’s
abandoned andderelict vehicleprogram, assessed theadequacy of the
city’ scontractswithaprivatetow contractor, and offers
recommendationstoimproveabandoned and derdlict vehicleoperations
andservicetothecitizensof Honolulu.

Background Statelaw establishesthecity’ sauthority toremoveand disposeof
abandoned andderelict vehicles. City ordinancelaystheframework for
theprocessing, storage, and disposing of abandoned and derelict
vehicles. Anabandoned vehicleisdefinedasany vehicleleft
unattended for morethan 24 hoursonapublichighway, road, street, or
thoroughfare. A derelict vehicleisdefined asavehiclewheremajor
partshavebeenremoved, material damagehasrendereditinoperable,
and meetsoneof fivecriteriaestablished by statelaw. TheCustomer
ServicesDepartment’ sMotor V ehicleControl Sectionisresponsiblefor
administeringthecity’ sabandoned andderelict vehicleprogram. In
addition, theHonol ulu Police Department assi stsmotor vehiclecontrol
by investigating abandoned and derelict vehiclecomplaintsand
identifying potential tows. Duringtheperiod of FY 2003-04to FY 2005-
06, thecity received 78,782 complai ntsabout abandoned and derelict
vehicles. Thecity towed 3,876 abandoned vehiclesand 17,462 derelict
vehiclesduringthisthree-year period. Additionally, thecity sold809
abandoned and unclaimed vehicles, and deposited proceedsof
$422,216intothecity’ sgeneral fund.
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Summary of
Findings

1. Thecity’ sMotor VehicleControl Sectiondoesnot consi stently tow

abandoned vehiclesfromcity streetswithin 14work days, butisable
totow derelict vehicleswithin 15work days. Relianceon paper-
based, manual operations, outdated technol ogy, poor coordination
withthepolicedepartment, and other operational deficiencies
hamper thecity’ sability toeffectively processabandoned and
derelict vehicles. Motor vehiclecontrol andthecity’ svarioustow
contractorswerenot preparedfor theinflux of abandoned vehicles
resultingfromtworecent |aw amendments. Motor vehiclecontrol
andthepubliccouldbenefit frombest practicesfromother
jurisdictions.

AlthoughtheHonol uluPolice Department investi gatesabandoned
andderelict vehicles, motor vehiclecontrol doesnot usepolice
departmentinvestigationdatain processing abandoned and derelict
vehicles. Asaresult, thesevehiclesmay remainanadditional week
longer beforeremoval. Motor vehiclecontrol’ sduplication of the
policedepartment’ sabandoned vehicleinvestigationscontributesto
processinefficiencies, wastingtimeandresources. Thelack of
coordination betweenthepolicedepartment and motor vehicle
control must beresolvedif thecity isto benefitfromthepolice
department’ svolunteer policing program.

Thecity generally adheredto contracting best practicesinits
abandoned and derédlict vehiclecontracts, but lapsesinmonitoring
andeva uationadversalyimpact their effectiveness. Thecity’s
abandoned and derelict vehiclecontractor hasnot fully adheredto
contract termsand motor vehiclecontrol failedtoenforcekey
contract provisions. Certainelementslackinginthecity’s
abandoned vehiclecontract warrant consideration.

Finding1: Significant Oper ational DeficienciesDelay the
Removal of Abandoned and Der élict Vehicles, L eaving M ost for
Nearly aMonth

Abandoned vehiclesarenot consi stently towedfromcity streets
within14work daysasestablished by motor vehiclecontrol. We
testedastatistically valid, random sampl eof 96 abandonedvehicle
complaint reportsfiled between FY 2003-04 and FY 2005-06 and
foundthat abandoned vehiclesweretowed anaverageof 23.4work
daysfromthedatethecomplaint wasfileduntil thevehiclewas
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towed. Motor vehiclecontrol had abandoned vehiclesremoved
within14work daysonly 37 percent of thetime.

* Derdlictvehiclesaregenerally towedwithin15work daysas
established by motor vehiclecontrol, butinspector delaysslow down
theprocess. Wetested astatistically valid, random sampleof 96
derelict vehiclecomplaint reportsfiled between FY 2003-04 and
FY 2005-06 and foundthat derelict vehiclesweretowed anaverage
of 12.4work daysfromthedatethecomplaint wasfiled until the
vehiclewastowed. Motor vehiclecontrol hadderelict vehicles
removedwithin 15work days 77 percent of thetime. However, our
test al soreveal ed that motor vehiclecontrol inspectorsfailedto
investigateaderelict vehiclewithinfivework days34times, or 35
percent of thetime. Inthese34instances, theaveragetimeittook
ingpectorstoinvestigateaderelict vehiclewasnearly 20work days.

* Motorvehiclecontrol hasnot accurately tracked abandonedand
derelictvehiclecomplaintsfor years. Wefoundthat motor vehicle
control doesnotlogall complaintsintoitsdatabase; ratheritlogs
only thosecomplaintsthat resultedinanactua tow. Wealsofound
that clerksdid notinput any casesintoitsdatabasebetween
February and September 2006. Hundredsof unrecorded
abandonedandderelict vehiclereportslay inboxes. Motor vehicle
control administratorsblameinexperienced staff and staff shortages
for thebacklog. Asaresult, motor vehiclecontrol had noaccurate
account of itscomplaintinventory.

* Notall complaintsarehandledequally. Thespeedatwhichan
abandoned and derelict vehiclecomplaintisaddressed, and
ultimately thetimeframefor towingavehiclemay dependonwhothe
publiccontactsandfilestheinitial complaint. Complaintsfiled
throughthemayor’ sDocument and Record Tracking (DART)
systemor acouncilmember’ sofficereceivestoppriority, sometimes
at theexpenseof complaintsfiledwithmotor vehiclecontrol directly.
Complaintsmadedirectly throughthepolicedepartment arelikely to
takelonger.

* Motorvehiclecontrol relieson paper-based, manual processesand
antiquatedtechnology. Nearly al internal and external transactions
arerecordedmanually. Publiccomplaintsfiledwithmotor vehicle
control arerecorded on paper formsandtransmittedtoinspectors
forinvestigation. Becausecomplaintsarenot recordedintothe
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databaseuntil after atow ismade, thesingle, paper complaintisat
highriskforloss. Also, motor vehiclecontrol utilizesvarious, stand-
aoneinformationsystemsandincompatiblesoftware. The
departmentisintheprocessof upgrading toweb-based technol ogy
toresolvelong-standinginefficiencies.

* Inefficientauctionpracticesbacklogtowots, delay towing, and
affect potential city revenues. Timely processing of vehiclesfor
publicauctionisimportant becauseunl essvehiclescanbesoldor
junked, they must remainonthelot, whichmay prevent other
vehiclesfrom beingtowed and stored. Becauseof poor
recordkeeping, motor vehiclecontrol hasnoaccuraterecord of
abandoned vehiclesandisunabl eto prepareaging reportsto
determinehow long vehicleshavebeen onthetow contractor’ slot
awaitingauction. Wefoundthat thel ack of staff contributedto
delaysinprocessing carsfor auctionandthat delaysmay adversely
impact salesof auctionedvehicles.

* Wesakinternal controlsputthetow contractorinchargeof vehicle
inventory. Wefound that motor vehiclecontrol doesnot maintainan
accurate, updatedlist of outstandingvehiclesthat aredigiblefor
auction, but not yet scheduled. Inpractice, motor vehiclecontrol will
waitfor thetow contractor toinitiateaction onoutstanding vehicles,
rather thantakingitsownaction. Asaresult, motor vehiclecontrol
doesnot havefull knowledgeof and control over theabandoned
vehiclesunderitsjurisdiction.

* Extendedleavesof absenceshiftsworkload burdentoremaining
inspectors. Wefoundthat four of 15 motor vehicleinspectorswere
outonsick, industrial, or military leaveexceeding 100work days
between July 1, 2003 and June 30, 2006, with oneinspector on
variousleavesfor over 700work daysduring our three-year review
period. Duringthesel ong-termabsences, other inspectorsare
requiredtotakeonadded responsibilitiesand stretchmotor vehicle
resources.

* Incompleteandinaccurateinformation provided by external sources
wastesmotor vehiclecontrol staff time. Wefoundthat complaint
information provided by thepublicisoftentimestoovagueto
conduct aproper investigation. Redundant complaintsabout the
samevehiclewastesinspectors time. Incompleteinformation
provided by tow contractorsal soslowsdowntheprocess.
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Tworecent changesinthelaw adversely impacted theabandoned
andderdlict vehicleprograms. Wefoundthat anamendmentinstate
law, whichwastheresult of alawsuit, increased thevolumeof
abandonedvehicles. Wea sofoundthat achangeincity ordinance
designedtoaddressnuisancevehicleshaslimited effectivenessdue
totow contractors' |ot capacity andincons stent enforcement.

Unsoldauctioned vehicleshavenot been offered toautomotive
equipment servicesasrequired by city ordinance.

Best practicesfromother jurisdictionsoffer efficiency dternatives.
Wefoundthat somejurisdictionsutilizeweb-based applicationsto
providevehiclestatustothepublicandenabl eel ectroniccomplaint
submissions. Other jurisdictionsempl oy other technology and
efficiency measurestostreamlinetowingoperations.

FindingNo. 2: L ack of Coor dination Between Police Department
and Motor VehicleControl Contributesto Process| nefficiencies

Policedepartment investigationscanadd nearly aweek tothetowing
process. Our review indicatedthat it takestheHonoluluPolice
Department 6.6 calendar daysfromthetimeanofficer initiatesan
Investigationtothetimetheofficer notified motor vehiclecontrol.
Mayor’ sDART requestssenttothepolicedepartment directly may
takelonger sincethey arenot reportedvia911 orimmediately
integratedintotheofficer’ sdaily workload.

Motor vehiclecontrol’ sduplicationof policeinvestigations
contributesto processinefficienciesandwastescity timeand
resources. Motor vehiclecontrol reinvestigatesall policecomplaints.
M otor vehiclecontrol’ stime-consumingrei nvestigation practicemay
beunnecessary. Incomplete, illegiblecomplaint reportssubmitted by
policeofficerstaketimetoresearch.

L ack of coordination between motor vehiclecontrol andthepolice
department alowsinefficienciestocontinue. Motor vehiclecontrol
and policedepartment lack effectivecommuni cation, and motor
vehiclecontrol’ sproposedtechnol ogy upgradelackspolice
department linkage. Theupcomingvolunteer policingprogram
requirescoordinationtoachieveefficiencies.
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Recommendations
and Responses

FindingNo. 3: City’sContractsto Tow Abandoned and Der elict
VehiclesareGenerally Adequate, But theL ack of Enfor cement
RendersThem I neffective

* Thecity’ scontracttermsaregenerally acceptable, butlapsesin
monitoringrender thecontractsineffective. Wefoundthat motor
vehiclecontrol didnot actively monitor itscontractsor consi stently
evaluateitscontractor for compliance.

* Wefoundthat thecontractor did not alwaystow abandonedvehicles
withinspecifiedtimelimits, adheretotow operating hoursfor towing
abandonedandderelict vehicles, or consistently post after-hours
contactinformationor feesfor thepublicasrequired by contract. In
addition, thecontractor did not post therateschedulefor vehicle
claimantsandfailedto secureabandonedvehiclesasrequired.

* Motorvehiclecontrol failedtoenforcekey contract provisions. We
found that motor vehi clecontrol hasassessed liquidated damagesfor
contract violationsonly twicebetween July 1, 2003 and June 30,
2006, andfailedtoenforcetowingfeeforfeitureprovisions. Based
ontheviolationsweidentified, thecity failedtocollect anestimated
$654,748inliquidated damagesandfeeforfeitures.

* Thecity’ sabandonedvehiclecontract couldbeimprovedwith
stronger hazardouswastedisposal provisions.

Wemadeseveral recommendationstothe Customer Services
Departmenttoimproveitseffectivenessandefficiency inremoving
abandoned and derelict vehicles. Weal somaderecommendationsto
theHonol ulu PoliceDepartment for improvingitscommunicationand
coordinationwiththecity’ sMotor V ehicleControl Section. Specificaly,
werecommended that the Customer ServicesDepartment ensuresthat
motor vehiclecontrol promptly and accurately document all abandoned
andderelict vehiclecomplaintsfor tracking anddisposition purposes.
Weal so suggested that thedepartment ensurethat abandoned and
derelict vehiclesaretowedwithin 14work daysand 15work days,
respectively. Inaddition, werecommended that thedepartment continue
towork withtheinformationtechnol ogy department onprioritizingand
implementingtechnol ogy upgradesandupgradingmotor vehiclecontrol’ s
website. Weal sorecommended that thedepartment establishformal,
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up-to-datepoliciesand proceduresfor abandonedandderelict vehicle
processing, contract monitoring, and enforcement. Thedepartment
should also consider advanced technol ogiesand best practicesof other
jurisdictionsinstreamliningitsoperationsandimprovingefficiency. We
recommended that thedepartment seek temporary hiresforinspectors
out onlong-termleavesof absence. Additionally, thedepartment should
offer thecity’ sautomotiveequi pment servicesdivisionunsoldauctioned
vehiclesasrequiredby city ordinance. Wea sorecommendedthat the
department eliminateduplicativevehi cleinvestigationsby coordinating
withthepolicedepartment to useinvestigation dataal ready captured and
workingwith corporation counsel tohelpaddressany legal issues
applicabletovehiclereinvestigations. Thedepartment shoulda soinitiate
periodicmeetingswiththepolicedepartment and applicabletow
contractorsto addressissuesasappropriate. Finally, wesuggested that
thedepartment consi stently enforceal | contract termsandprovisions
containedinabandoned andderelict vehiclecontracts, implement regular
contract monitoring and eval uation procedures, andincludestronger
hazardouswastedisposal provisionsinall futureabandoned and derdlict
vehiclecontracts.

Weal sorecommendedthat thepolicedepartment work withthe
customer servicesandinformationtechnol ogy departmentstoconsider
implementing el ectroni candweb-based applicationstotransmit
abandonedvehiclecomplaintinvestigationstomotor vehiclecontrol.
Thepolicedepartment shoul d al so consult and coordinatewith customer
servicesontheupcomingvolunteer policing program’ sabandoned
vehicleinvestigationdutiesandresponsibilities. Findly, thepolice
department shouldwork with customer servicesdepartment
administratorsandthecity council toimprovecompliancewith
Ordinance06-11, 2006.

Initsresponsetoour draft report, the Honol ulu Police Department
expressed general agreement withtheaudit findingsandnotedthat the
department would comply withaudit recommendations. Thedepartment
further commentedthat it woul dwork towardincreasingcommunity
satisfactioninremoving abandoned and derelict vehiclesfromcity
roadways.

TheDepartment of Customer Servicesal soexpressed general agreement
withour audit findingsand recommendations. Thedepartment affirmed
prior knowledgeof severa problemswiththeabandoned andderelict
vehicleprogram beforetheaudit draft wasrel eased, and that it had
already begunimplementingacorrectiveactionplan. Thedepartment
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providedasummary of theinitiativesit hastakeninrecent months, many
of whichaddressour auditfindings. Wecommendthedepartmentforits
quick and appropriateaction. Thedepartment alsoprovidedclarifying
informationonseveral issuesraisedinthedraft audit report. However,
thedepartment took i ssuewith our assertionthat abandoned and derelict
vehiclecomplaintsgenerated fromthemayor’ sofficeor city
councilmembersaregivenpriority over others, andthat our report
overlookedthefact that thosecomplaintswerealready screened by
thoseofficesprior tomotor vehiclecontrol’ sreceipt. Wedisagreed,
notingthat interviewswithmotor vehiclecontrol staff revea edthat
complaintsforwarded by themayor or councilmembersreceivedpriority.

Leslie I. Tanaka, CPA Office of the City Auditor

City Auditor 1000 Uluohia Street, Suite 120
City and County of Honolulu Kapolei, Hawai'i 96707

State of Hawai'i (808) 692-5134

FAX (808) 692-5135
www.honolulu.gov/council/auditor
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Chapter 1

Introduction

Thisauditwasconducted pursuant to Resol ution 06-003, Requesting
the City Auditor to Audit the City’ s Abandoned and Derelict
VehiclesProgram, whichwasadopted by theHonolulu City Council on
January 25, 2006. I nadopting thisresol ution, thecouncil expressed
concernthat even after avehicleiscited asabandoned, it may take
severa weeksto several monthsbetweenthetimeof thecitationand
whenthevehicleisactually towed. Thecouncil a sonotedthat many
resi dentshavecomplained of personsremoving partsfromabandoned
vehiclesleftinther neighborhoods, leavingthestrippedand now derelict
vehicleanditshazardousmaterial sbehind. Theseunsightly vehicles
createanunsafeenvironment and attract criminal activities, whichplace
thoselivingintheneighborhoodat risk.

Thepurposeof theresol utionwasfor thecity auditor toobjectively
review, evaluate, and makerecommendationstoimprovethecity’s
abandoned andderelict vehiclesprogram. Through Resol ution 06-003,
thecouncil requestedthecity auditor toaddress, but not belimitedto,
thefollowingissues.

1. Theoverdl efficiency of current Customer ServicesDepartment
(CSD) staffingtologand processcomplaints, investigatevehicles,
monitor, admini ster, and enforcetheabandoned andderelict vehicles
program;

2. Determininghow longitactually takesandhow longit shouldtake
for vehiclestobeticketed and removed;

3. Whether thetermsof thecity tow contractsneedto bealteredto
providefor moretimely towingof citedvehicles,

4. Whether theprivatetow companiescontracted by thecity are
adheringtothetermsof their contracts;

5. What canbedoneto makethecity’ sabandoned and derelict
vehiclesprogrammoreeffectiveandefficient;

6. Whetherimprovementsneedto bemadeinthestorageand disposal
of abandonedandderelict vehicles,
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7. Whether dternativesareavail ableto addressthebackl og of
abandoned and derelict vehiclesthat arenot being promptly
removed (i.e. alowingHPD tocall thetow company toremove
abandonedvehicles);

8. Whether CSD andHPD’ sprocessof investigatingandciting
abandoned and derelict vehiclesareduplicativeand canbe
streamlined; and

9. Whether stateor county legidationshouldbeintroducedto address
any problemsfoundintheaudit.

Thisreport examinedtheseand other issuesrel ated totheefficient
processing of abandoned and derdlict vehicles. Our analysesand
subsequent recommendationsareintendedto providethecity council
andadminigtrationwithuseful informationinmakingfuturedecisions
about thecity’ sabandoned and derelict vehicleprogram.

Background

State law governs the
processing of abandoned
andderelictvehicles

Statelaw establishesthecity’ sauthority toremoveand disposeof
abandonedandderelict vehicles. City ordinancelaystheframework for
theprocessing, storage, and disposing of abandoned and derelict
vehicles. Anabandoned vehicleisdefined asany vehicleleft
unattended for morethan 24 hoursonapublichighway, road, street, or
thoroughfare. A derelictvehicleisdefined asavehiclewheremajor
partshavebeenremoved, material damagehasrendereditinoperable,
and meetsoneof fivecriteriaestablished by statelaw. Recent changes
instatelaw and city ordinancehavesought to addressproblemswiththe
efficientremoval of abandoned and derelict vehiclesfromcity streets.

Chapter 290, Hawai ‘i Revised Statutes(HRS), “ V ehiclesAbandoned
onPublicand PrivateProperty,” authorizescounty governmentstotake
into custody, and disposeof, abandoned and derelict vehicles. The
statuteestablishesrequirementsfor writtennotificationtolegal and
registered ownersof abandoned vehicles, repossessions, publicauction
procedures, disposition of auction proceeds, and other rel ated
requirements. Inaddition, Section286-51, HRS, “ Highway Safety”,
authorizesthecounty to assessafeeof not morethan $1for each
certificateof registrationfor arental motor vehicleandafeeof upto$5
for eachcertificateof registrationfor al other motor vehiclestodefray
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City ordinance authorizes
storage and disposal of
vehicles

Abandoned and derelict
vehicles defined

theadditional costinthedispositionandother rel ated activitiesof
abandonedor derelictvehicles.

Throughenabling statelegidation, city ordinancelaystheframework for
processing, storing, and disposi ng of abandonedandderelict vehicles.
Thecity’ sTrafficCode, Chapter 15, Revised Ordinancesof Honolulu
(ROH), establishesthecircumstancesthat Honol ulu Police Department
officersand Customer ServicesDepartment employeesareauthorizedto
removevehiclesfromstreets, highways, and pedestrianmalls, and store
themindesignatedaress.

City ordinancedefinesan* abandonedvehicle” asany vehiclel eft
unattended for morethan 24 hoursonapublichighway, which
encompassestheentirewidth betweentheproperty linesof every
publicly-owned and mai ntained way whenany partisopentotheuseof
thepublicfor vehicletravel, or any privatestreet, highway, or
thoroughfarewhich hasbeen used continuoudy by thepublicfor six
months. Statelaw requiresthat thecity immediately notify thelegal or
registered owner, viaregistered or certified mail, that their vehiclehas
beentowed. If thevehicleisnot repossessedwithintendays, the
vehicleshall bedisposed of by publicauction, oral tenders, or by sealed
bids, after placinganadvertisementinanewspaper of general circulation.
Thevehicleowner may repossessthecar prior totheauctionupon
payment of all towing, handling, storage, appraisal, advertising, andany
other expensesincurredinconnectionwiththevehicle.

Statestatutedefinesa“ derelict vehicle” asavehiclewheremajor parts
havebeenremoved or material damagehasrendereditinoperableand
oneof thefollowing conditionsexists:

1. Thevehicleisregisteredfor thecurrentregistrationperiodandthe
registered andlegal ownersnolonger resideat theaddresseson
recordwiththecounty director of finance;

2. Thevehiclehasbeenregisteredforthecurrentor previous
registration periodandtheregisteredandlegal ownersdisclaim
ownership;

3. Thevehicleidentificationnumber andlicenseplateshavebeen
removed soastonullify effortstolocateor identify thecurrent
registeredandlegal owners;
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Recent changes to state
law and city ordinance
enacted to address
abandoned and derelict
vehicleproblems

4. Thevehiclehasnot beenregisteredfor thecurrentor previous
registration periods; or

5. Thevehicleregistrationrecordsof thecounty director of finance
containnorecordthat thevehiclehasbeenregisteredinthecounty.

Unlikeabandonedvehicles, derdlict vehiclesmay beimmediately
disposed of or sold asjunk without havingto comply withvehicleowner
notification, advertisement, and publicauctionrequirements.

Prior to 2006, statel aw established that oneof thecriteriaused to deem
avehicleasaderelict wasthat thevehiclewastenmodel yearsor older.
INn2006, Act 147 del eted thiscriteriabecausethel egid aturefoundthat
thelaw allowingdisposal of aderelict vehiclewithout noticetotheowner
becausethevehiclewastenmodel yearsor older wasruled
unconstitutional by aHawai‘1 U.S. district courtjudge. Whilethischange
wasnotintendedtoimprovetheabandoned and derelict vehicleprocess,
itdidhaveasi gnificantimpact, whichisdiscussedlater inthisreport.

Alsoin2006, recognizingthat theprocessfor removing abandoned
vehiclescan beatime-consuming and oneroustask, thecity enacted
Ordinance06-13, whichauthorized thepoliceand customer services
departmentstoremoveabandoned vehi clesfrom publicareasmore
efficiently. Specifically, thisordinanceall owed policeofficersand
customer servicesemployeestoremoveany vehiclel eft unattended or
parkedonany publicstreet, road, or highway, whenthevehiclemet any
oneor moreof thefollowing conditions:

1. Novaidvehicleregistrationemblemor anexpiredvehicle
registrationemblem;

2. Novaidsticker affixedcertifyingacertificateof ingpectionas
required by statelaw or anexpired certificateof inspectionsticker;
or

3. Novadidlicenseplates.
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Customer Services
Department’s Motor
Vehicle Control
Section is
Responsible for
Removing and
Processing
Abandoned and
Derelict Vehicles

Motor vehicle control
responsibilities

TheCustomer ServicesDepartment’ sMotor VehicleControl Sectionis
responsiblefor thecity’ sabandoned and derelict vehicleprogram. The
Motor V ehicleControl Sectionisa soresponsiblefor managingthe
city’ stwo contractswithaprivatetow contractor toremove, store, and
disposeof abandoned and derelict vehiclesaswell asother
responsibilities. FromFY 2003-04to FY 2005-06, motor vehicle
control towed anaverageof 1,292 abandoned vehiclesper fiscal year
andanaverageof 5,821 derelictvehiclesperfiscal year. Appropriations
fromthecity’ sgeneral and highway beautificationfundssupport the

city’ sabandoned and derelict vehicleprogram. Inaddition, sal esof
abandoned and unclaimed vehiclesfrom FY 2003-04 to FY 2005-06
contributed $422,216tothecity’ sgeneral fund.

TheMotor V ehicleControl Sectionmanagesthecity’ sabandonedand
derelict vehiclecontracts, both of whichwereawardedto Abe' sAuto
Recyclersinc.,in2003and 2001, respectively. Motor vehiclecontrol
alsomanagestheabandoned and derelict vehicleprogram. Inaddition
toabandoned and derelict vehicleremoval, motor vehiclecontrol is
responsiblefor several other dutiesunrel atedto abandoned and derelict
vehides.

Section managesabandoned and der elict vehiclecontracts

Duringour review period of FY 2003-04to FY 2005-06, thecity
managed separate contractsfor towingabandoned and derelict vehicles.
SinceFebruary 1, 2003, thecity contracted Abe’ sAuto Recyclers, Inc.
(Abe' s) totow abandonedvehicles. Abe’ salsohadthecity’ scontract
todisposeof derelict vehicles, which covered theperiod of December
2001 through December 2004. Sincethen, Abe’ scontractsfor
abandoned and derelict vehi cleshavebeen extended onamonth-to-
month basi sthrough our review period ending June 30, 2006.

M otor vehiclecontrol’ sabandoned and der elict vehicleprogram

TheMotor V ehicleControl Sectionadministersthecity’ sabandoned
andderelictvehicleprogram. Theabandonedandderelictvehicle
programisstaffed by 22 employees. twoadministrativestaff positions,
fiveclerks, and 15 motor vehiclecontrol inspectors. Clerksand
administrativestaff work out of atrailer-typestructurein K apahulu, while
thesection’ sinspectorsarebased at |eased commercial officespacein
City Square, locatedonDillinghamBoulevard.
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Exhibit 1.1

Motor vehiclecontrol inspectorsconduct fieldinvestigationsof
abandoned and derelict complaints, inventory and conduct auctionsof
unclaimedvehicles, andinvestigateviolationsof city contractsinvolving
towingoperations. I nspectorsareass gned to geographi c sections
correspondingto policedepartment beatsontheisland of O* ahu. Motor
vehiclecontrol clerksreceiveand processcomplaintsand prepare
variousreportsrelatedto abandoned and derelict vehicleactivities.
Exhibit 1.1displaystheprogram’ sorganizationa chart.

Customer Services Department, Abandoned and Derelict Vehicle Program Organizational

Chart

Customer Services Department

Motor Vehicles, Licensing, and
Permits Division

Motor Vehicle and
Taxi Control Section

Abandoned/Derelict Vehicle

Taxi Control/Business License /
Bike and Moped Registration

Periodic Motor Vehicle Inspection

Motor Vehicle Control
Inspector Il
(2FTEB

Motor Vehicle Control
Inspector |
(15 FTE)

Senior Clerk Typist
(5FTE)

Source: Motor Vehicle, Licensing and Permits Division, Customer Services Department
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Section alsoperformsdutiesunrelated toabandoned and der elict
vehicles

Inadditiontoadministeringtheabandoned and derelict vehicleprogram,
theMotor V ehicle Control Section performsseveral other duties. Motor
vehiclecontrol ingpectorsal soadminister theperiodicmotor vehicle
ingpection program, enforcewindow tintingandreconstructedvehicle
laws, ensurecompliancewiththelawsrel atingtotheoperation of

taxi cabsand pedicabs, investigatecomplai ntsagainst thecity’ stow
contractors, andinspect tow contractors equipment andfacilitiesfor
compliancewith contractual provisions. Inspectorswespokewith
estimatethat they generally spend approximately fivetosix hoursper day
investigating abandoned and derelict vehicles. However, duetoother
dutiesthey needto perform, oneinspector estimated that hespendsonly
15work daysper monthinvestigating abandoned and derelict vehicles.

Weinterviewed entry-level and experiencedinspectorsand asked them
toprofileatypical monthof amotor vehiclecontrol inspector, by
identifyinghow muchtimeisspent onthevariousdutiesassignedto
inspectors. Exhibit 1.2 detail satypical monthly workload of amotor
vehicleinspector.
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Exhibit 1.2
Motor Vehicle Inspector Workload Profile

Question—On a monthly basis, approximately how many hours/days are spent on:

Inspector 1  Inspector 2 Inspector 3

(15 years) (4 months) (15 years)
Investigating abandoned and derelict vehicles? 5-6 hours per 15 days per 6 hours per

day month day
Unclaimed vehicle investigations? These are vehicles 2-3 days per 2 days per 2-4 hours
towed by HPD that have not been claimed for 24 hours or month month per month
more.
Reclassifications? These are vehicles towed by an HPD 3 days per 1 day per 6 hours per
tow contractor that have not been claimed for 24 hours or month month month
more and is a potential “derelict.”
Auctions? MVC inspectors conduct public auctions of 2-3 hours per 1-2 days 2-3 hours
abandoned and unclaimed vehicles. month per month per month
Taxi-cab investigations and enforcement? MVC 8-10 hours Not yet 2-3 hours
inspectors investigate taxicab drivers that fail to comply with per month trained per month
business licensing requirements.
Taxi dome light inspections? MVC assigns one inspector 8 hours per 8 hours per 8 hours per
daily to conduct taxi dome light inspections at the Kapahulu month month month
site.
Tow wagon complaints? Complaints, filed against all tow 12 hours per Not yet 2-3 hours
operators island-wide are investigated by MVC inspectors. month trained, but  per month
started
three cases

Research? Occasionally, an MVC inspector will conduct 2 hours per 2 hours per 4 hours per
research at the Real Property office to identify property month month month
ownership and boundaries.
Court appearances? Occasionally, MVC inspectors will 2 4 hours per Rarely
appear in court to testify in contested tow cases. appearances month

per month

Note: HPD — Honolulu Police Department
MVC — Motor Vehicle Control

Source: Office of the City Auditor, based on interviews with select motor vehicle control inspectors

Inadditiontothetypical dutiesthat amotor vehiclecontrol inspector
might encounter onamonthly basis, thereareother recurringduties
performedthroughout theyear:



Chapter 1: Introduction

Abandoned vehicles
should be towed within
14 work days; derelict
vehicles within 15 work
days

Towwagon/towlotinspections. Generally, eachinspector should
conduct aquarterly inspectiontoensurethat all tow operatorsare
complyingwithstatelaw andcity ordinanceinitsfleet, equipment, and
operations. However, dueto staff shortagesandwork backlog,
inspectorshavenot been making quarterly checks. Accordingtomotor
vehiclecontrol administrators, thelast timeinspectorsconducted
inspectionswasMarch 2005.

Taxi cabinspections. By law, thecity mustinspect eachof O*ahu’s
estimated 1,200taxicabsannually inorder for taxicab companiesto
renew or receiveabusinesslicense. For aperiod of about six weeks
towardtheend of each calendar year, motor vehiclecontrol will assignat
least twoinspectorsat motor vehiclecontrol’ sk apahulu sitefor half-day
shiftstoconduct theseinspections.

Special sweeps. Thesesweeps, usually requested by city
adminigration,involveall motor vehiclecontrol ingpectorstoinvestigate
abandonedandderelict vehiclesinaspecificarea. A veteraninspector
we spokewith stated that during FY 2003-04 to FY 2005-06, he
participatedinsix specia sweeps, eachlastingoneday.

Thisworkload profilereveal sthat only aportionof aninvestigator’ stime
isspent outinthefieldinvestigating abandonedand derelict vehicle
complaints. Clearly,investigatorsarenot avail abletoinvestigate
abandoned and derelict vehiclecomplaintsall day, every day, of atypical
work week.

Accordingtomotor vehiclecontrol’ sprocedures, anabandonedvehicle
shouldbetowedwithin 14 work daysfromreceipt of complaintanda
derelict vehicleshould betowed within 15work daysfrom receipt of
complaint. Thesetimeframesincludeprocessingtimefor motor vehicle
control tocloseoutthecomplaint. Givenall thedutiescurrently assigned
tomotor vehiclecontrol inspectorsandtheir variousresponsibilities,
theseestablishedtimeframesappear to bereasonabl e.

Theprocessfor investigating asuspected abandoned or derelict vehicle
startswithacomplaint reportedtothe: 1) HonoluluPoliceDepartment,
2) Motor VehicleControl Sectiondirectly, 3) mayor or city council
member, or 4) anon-linecomplaint throughthecity’ sCustomer Services
Department’ s HaveaProblemto Report?’ website.
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All abandoned vehiclecomplaintsfiledwiththepolicedepartment,
mayor, and council areultimately forwarded tomotor vehiclecontrol for
processing. Based onthelocation of thevehicle, thecomplaintis
assignedtoaninspector for investigation. Motor vehiclecontrol’ s
Investigationincludesphysically locating thesuspected vehicle, marking
itstires, affixing anoticetothevehicle, and gathering other pertinent
information. Theingpector will returnto check thecar after aminimum
periodof 24 hours, but generally withinthreedays, todetermineif the
vehiclehasbeenmoved. If thevehiclehasnot beenmoved, an
abandoned vehiclereportiscompleted and thetow contractor isnotified
totow thevehicle. Uponnotification, thetow contractor hasthreedays
totow anabandonedvehicleandfivedaystotow aderelict vehicle.
Extratimeisallottedtotow aderelict vehiclebecausethevehiclesare
oftentimesinsuch poor conditionthat specia equipment may beneeded
forremoval. Afterthevehicleistowed, motor vehiclecontrol givesthe
tow contractor anadditional threedaystoreport thestatusof thetowed
vehiclesothat thefilescanbecl osed and theauction processinitiated.
Exhibit 1.3illustratestheabandoned and derelict vehicleworkflow
process.



Exhibit 1.3

Abandoned Vehicle/Derelict Vehicle Removal Flow Chart

Abandoned Vehicle

Day 1

Motor vehicle control (MVC)
receives complaint via
telephone, fax or mail. Clerks
research the vehicle’s
registered or legal owner, and
auto theft status in Honolulu
Police Department (HPD)
records.

|

Day2-3

A
Day4 -5

Inspector initiates investigation
as abandoned vehicle, marks
tires, posts notice, gathers
information.

v
Day5-7

Rechecks vehicle after a
minimum period of 24 hours. If

Chapter 1:

Derelict Vehicle

Complaint is assigned to
inspector for investigation.

!

Day4-5

Inspector locates vehicle and
initiates investigation . If vehicle
is not located, investigation is
closed as “NOL” (not on
location).

}

Day5-7

vehicle is unmoved, it is cited
as “Abandoned”. If vehicle has
been moved, investigation is
closed as “Moved”.

|

Day7 -8

Abandoned vehicle report is
prepared and tow contractor is
notified to remove the vehicle.

!

Day9-10-11

Tow contractor has three days
to remove the vehicle.

!

Day12-13-14

Contractor notifies MVC of
vehicle status as “Towed” or
“Moved”.

Note: This flow chart is based upon working days in an optimum time period.

Investigation closed as
“Moved”.

4

Office staff enter complaint into ¢—

MVC database and close

complaint file. -

|

e Auction process initiated
for towed abandoned
vehicle .

e Contractor disposes of
derelict vehicle .

l

FINAL

Abandoned vehicles are sold at
auction and proceeds are
deposited into the city’s general
fund. MVC transfers title of
unsold vehicles to tow

contractor for final disposition.

A

Day4-5

Inspector determines vehicle is
a “derelict” and initiates derelict
vehicle procedures. Gathers
information and assigns a
report number.

!

Day5-6

Inspector prepares and submits
derelict vehicle report to MVC
supervisor for approval

L

Day6—7

MVC Inspector Il approves
report Report is given to the
derelict coordinator and
contractor is notified to tow.

A

Day7-9-10-11-12

Tow contractor has five days to
remove derelict vehicle.

A
Day 13-14-15

Contractor notifies MVC of
vehicle status as “Towed” or
“NOL".

Source: Office of the City Auditor, based on motor vehicle control policies and procedures

Introduction
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Abandoned and derelict Accordingtomotor vehiclecontrol records, during theperiod of

vehicles processed

FY 2003-04 to FY 2005-06, thecity received an average of 26,261

complaintseachfiscal year about abandoned and derelict vehicles. Of
that amount, anaverageof 9,989 vehicles, or 38 percent, weremoved
by theowner and subsequently werenot towed by thecity. Duringthe
samethree-year period, thecity removed anaverageof 5,821 derelict
vehicles. Exhibit 1.4 detail sthenumber of abandonedand derdlict
vehiclestowed by thecity, by fiscal year, fromFY 2003-04to FY 2005-

06:

Exhibit 1.4
Abandoned and Derelict Vehicle Statistics
FY2003-04 to FY2005-06

3-Year 3-Year

FY2003-04 FY2004-05 FY2005-06 Total Average
No. of vehicle complaints logged 33,424 28,037 17,321 78,782 26,261
No. of vehicles moved by owner 23,447 5,359 1,162 29,968 9,989
ABANDONED VEHICLES
No. of abandoned vehicles removed by
the city 1,805 948 1,123 3,876 1,292
DERELICT VEHICLES
No. of derelict vehicles removed by the
city 6,126 8,914 2,422* 17,462 5,821
ABANDONED VEHICLES CLAIMED BY
OWNER
Abandoned vehicles claimed 207 116 71 394 131

Note: *As of 6/30/06, there were 153 derelict vehicles waiting to be removed and 5,992 derelict vehicles waiting to be

checked by motor vehicle control.

Source: Department and Agency Reports, FY2003-04 and FY2004-05; and Customer Services Department,

Motor Vehicle Control Section

12
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Budget

Sales of abandoned and
unclaimed vehicles
generate city revenues

Exhibit 1.5

Atthetimethisreport wasdrafted, wewereunableto obtainrevenue,
expenditure, and funding sourcesspecifictotheMotor VehicleControl
Section’ sabandonedand derelict vehicleprogram.

Asnoted previously inthisreport, statelaw authorizesthecity tosell
abandoned vehi clesand unclaimed vehi clesfrom policedepartment tow
contractor lotsat publicauction. Thelaw a so specifiesthat proceeds
fromvehiclesalesshall bedepositedintothecounty’ sgeneral fund.
Neither motor vehiclecontrol nor thepolicedepartment receivedirect
proceedsfromthesal esof thesevehicles.

During FY 2003-04 to FY 2005-06, motor vehiclecontrol sold 809
abandoned and unclaimed vehicles, and deposited $422,216intothe
city’ sgenera fund. Exhibit 1.5detail sabandoned andunclaimedvehicle
salesrevenuefor FY 2003-04 to FY 2005-06:

Abandoned and Unclaimed Vehicle Sales

FY2003-04 to FY2005-06

3-Year
FY2003-04 FY2004-05 FY2005-06 Total

Revenues from abandoned vehicles $42,540 $7,700 $18,150 $68,390

(Abe’s Auto Recyclers)

Revenues from unclaimed vehicles $161,701 $82,075 $110,050 $353,826

(HPD tow contractors)

Total revenues deposited into the

city’s general fund

$204,241 $89,775 $128,200  $422,216

Source: Customer Services Department, Motor Vehicle Control Section

Honolulu Police
Department
Investigates
Abandoned and
Derelict Vehicles

City ordinanceauthorizesthepolicedepartment toremoveabandoned
vehiclesfromcity streets. Policedepartment policy incorporatesthis
authority, but thedepartment only investigatesand reportsabandoned
vehiclestotheMotor V ehicleControl Section. Thepolicedepartment
hasitsowntow contractorsremovevehiclesthat arenot deemed
abandoned. Priorto 1979, motor vehiclecontrol functionswereunder
thepolicedepartment’ sadministration, but thosedutiesnow rest withthe

13
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Policedepartment
procedures authorize
officerstoinvestigate
and report abandoned
vehicles to motor vehicle
control

Police department has its
own tow contractors for
tows unrelated to
abandoned vehicles

Policedepartment had
abandoned and derelict
vehicleresponsibility
prior to 1979

Customer ServicesDepartment. A volunteer policing programwithinthe
policedepartment wasestablishedin2003to hel pthedepartment with
itsabandonedvehicleinvestigations.

City ordinanceauthorizesthepolicedepartment toremove, or causeto
beremoved, abandoned vehiclesfromstreets, highways, or pedestrian
malls. Thisauthorizationisincorporatedintothepolicedepartment’ s
trafficoperationspolicy. Whenanabandonedvehiclecomplaintis
received, abeat officer isassignedto conduct anappropriate
investigation. If thevehicleappearstobeabandoned, theofficer will
initi atean abandoned vehi clecheck by markingoneof thevehicle stires
withayellow crayonand notingthedateandtimeof themarking. 1f the
vehicleremainsat thesamel ocationfor morethan 24 hoursafter the
initial check, theofficer will citethevehicle, completean abandoned
vehicleworksheet, andfax theworksheet tomotor vehiclecontrol ina
timely manner. Itisimportant tonotethat policeofficersdonot order
towsof abandoned vehicles. Abandoned vehiclesaretowedonly with
theauthorization of motor vehiclecontrol and by aspecifictow company
contracted by thecity.

Thepolicedepartment doesnot tow abandoned vehicles; instead, they
investigate, cite, and notify motor vehiclecontrol about potential
abandonedvehicles. Additionally, thepolicecantow vehiclesthat are
violatingtrafficlaw (i.e. vehicleparkinginatow away zoneor parkedin
front of afirehydrant), or posearisk topublicsafety (i.e. vehicleparked
onasdewal k andimpeding pedestriantraffic, vehiclesinvolvedinan
accident, or vehiclesleft onthesideof ahighway). Inorder tofacilitate
thesetows, thepoli cedepartment managescontractswithsevera private
tow companiesthroughout theisland.

Accordingtomotor vehiclecontrol administrators, priorto 1979, the
Motor V ehicleControl Sectionwasoperated by thepolicedepartment.
In 1979, thesectionwasseparated fromthe policedepartment and
placedwiththeformer Department of Finance. Fromthefinance
department, motor vehi clecontrol wasthenmovedtothe Customer
ServicesDepartment, whereit remainstoday. Themotor vehiclecontrol
administrator wespokewith stated that aspart of the* deal” that allowed
motor vehiclecontrol to separatefromthepolicedepartment, motor
vehiclecontrol retained responsi bility for someof thefunctionspertaining
topolicetows.



Volunteer policeforce
established to assist with
abandoned and derelict
vehicles
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Currently, motor vehiclecontrol performsmany dutiesrelatedtopolice
departmenttows:

* Motorvehiclecontrol isrequiredtomail noticestoall registered
ownerswhosevehicleshavebeentowed, includingvehicles
towed by thepolicedepartment.

* Policedepartment tow contractorsthat removeavehicle, which
remainsunclaimedfor 24 hours, must notify motor vehicle
control. If thesevehiclesgounclaimed, motor vehiclecontrol
must reclassify thesecarsas* abandoned” or “derelict”. For
abandoned vehicles, motor vehiclecontrol inspectorsmust
inventory thevehicleand processitfor publicauction. Derelict
vehiclescan bedisposed of by thetow contractor immediately.

* Motorvehiclecontrol staff must process, advertise, and conduct
publicauctionsof abandoned andunclaimedvehicles, including
thoseon policedepartment tow lots. During FY 2003-04to
FY 2005-06, motor vehiclecontrol processed and auctioned
8,744 unclamedvehiclesfrom policedepartment tow contractor
lots.

A motor vehiclecontrol administrator wespokewith estimated that
approximately 75 percent of theagency’ sworkloadispolice
department-related.

Inresponsetoon-going complaintsandinterestinfocusingpolice
officerson publicsafety responsibilities, thecity enacted Ordinance03-
40in2003. Thisordinanceestablishedavolunteer policing program
withintheHonol ulu Police Department that woul drecruit citizen
volunteerstoassistintheenforcement of certaincity and statelaws
relatedtoabandoned and derelict vehicles, parking, including disabled
parking, and other relatedlaws. Althoughthepolicedepartment has
secured positionsto managetheprogram, asof December 2006, the
programisnotyet operational .

Accordingtohumanresourcesdepartment staff, considerabledialogue
took placebetweenthepolice, budget andfiscal services, and human
resourcesdepartmentsright after theordinancewaspassed, but human
resourcesdidnotformally receivetherequest for positionsfromthe
policedepartment until October 2006. Programfundingwasavailable
asearly asFY 2005-06, but theprogramlackedfinal position

15
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Audit Objectives

Scope and
Methodology

classificationandapproval fromthehumanresourcesdepartment. In
November 2006, humanresourcesauthorized thepolicedepartment to
fill threeofficer positionsand onesergeant positiontoadminister the
volunteer policingprogram.

1. Assesstheeffectivenessandefficiency of thecity’ sabandonedand
derelictvehicleprogram.

2. Determineif thetermsof thecity’ scontractwithaprivatetow
company areadequateto ensuremaximumefficiency and
effectiveness,

3. Makerecommendationsasappropriate.

Wefocused our review onthecity’ sprocessing and disposal of
abandoned and derelict vehiclesbetween July 1, 2003 and June 30,
2006. Wereviewed policies, procedures, and practicesto determine
compliancewith current statelaw and city ordinances. Wereviewed
abandoned and derelict vehiclereports, processing procedures, and
positiondescriptions. Werequested budget information specificto
motor vehiclecontrol, but acustomer servicesadministrator explained
that it did not maintainbudget dataspecificto motor vehiclecontrol. We
testedrandom, statistically-valid samplesof abandoned and derelict
vehiclecomplaintsfiledwithmotor vehiclecontrol todeterminehow long
ittakesfromthetimethecomplaintismadetothedatewhenthevehicle
istowed. Weal sotested asampl eof abandoned vehiclecomplaints
investigated by thepolicedepartment todeterminehow longit takes
fromthetimethepoliceofficer investigatesacomplainttothetimethe
officer advisesmotor vehiclecontrol of thevehicle sstatus.

Weexamined policiesand proceduresestablished by motor vehicle
control andthepolicedepartment, inpart, to determinewhether thereis
any duplicationof responsibility andeffort. Weinterviewed motor
vehiclecontrol administrators, clerks, andinvestigators, aswell as
administratorsfromthepolicedepartment’ strafficdivision. Wealso
interviewedaproject manager fromthe Department of Information
Technology, staff fromthe Department of Human Resources, thevice-
president of Abe sAutoRecyclers, Inc., andthepresident of the
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Hawai‘i Towing Association. Weal soexaminedthecity’ scurrent tow
contractstodeterminecontractor complianceand city enforcement.

Weassessed theadequacy of thecontractsinmeetingthecity’s
abandonedandderelict vehicleneeds. Inaddition, wealsoreviewed
best practicesfromotherjurisdictions’ abandonedandderelictvehicle
programs. Finally, weconducted sitevisitstoobservemotor vehicle
control’ sprocedurefor markinganabandoned vehicleready for removal
by thetow contractor, attended an auction of abandoned vehicles,
ingpected motor vehiclecontrol officesat City Squareand K apahulu,
andvisitedHonolulu PoliceDepartment’ sdispatch centersinHonolulu
andKapole.

Thisauditwasconductedinaccordancewithgenerally accepted
government auditing standards.

17
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Chapter 2

The City's Abandoned and Derelict Vehicle
Program is Adversely Affected By Operational
Deficiencies, Inadequate Coordination With the
Police Department, and Poor Contract
Management and Enforcement

Abandonedandderelict vehiclesthat litter O* ahu’ slandscapenot only
createan eyesoreinour communities, but poseaserioushealthand
safety hazard aswell. Between FY 2003-04 and FY 2005-06, the
Customer ServicesDepartment’ sMotor V ehicleControl Section
received over 78,000 abandoned and derelict vehiclecomplaints.
Duringthat sameperiod, thecity towed 3,876 abandoned vehiclesand
17,642 derelict vehicles. Whilemotor vehiclecontrol staff havedone
their best torid our streetsof thesehazards, their effortsarehampered
by significant operational deficienciesthat |eaveabandonedvehicleson
city streetsfor nearly onemonthuntil they aretowed. Motor vehicle
control’ sduplication of policedepartment investigationsand lack of
inter-agency coordinationhavea soadversely impacted theabandoned
vehicleprocess. Lastly, wefoundthat duetomotor vehiclecontrol’s
poor contract monitoring andeval uation, thecity’ sabandonedvehicle
contractor did not fully comply withcontract terms, whichfurther
contributedto processinefficiencies.

Summary of
Findings

1. Thecity’ sMotor VehicleControl Sectiondoesnot consi stently tow

abandoned vehiclesfromcity streetswithin 14work days, butisable

totow derelict vehicleswithin 15work days. Relianceon paper-
based, manual operations, outdated technol ogy, poor coordination
withthepolicedepartment, and other operational deficiencies
hamper thecity’ sability toeffectively processabandoned and
derelict vehicles. Motor vehiclecontrol andthecity’ svarioustow
contractorswerenot preparedfor theinflux of abandoned vehicles
resultingfromtworecent|aw amendments. Motor vehiclecontrol
andthepubliccouldbenefit frombest practicesfromother
juridictions.

19
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Significant
Operational
Deficiencies Delay
the Removal of
Abandoned
Vehicles, Leaving
Most for Nearly a
Month

Abandoned vehicles are
not consistently towed
from city streets within
14 work days

2. AlthoughtheHonoluluPoliceDepartment investigatesabandoned
andderelict vehicles, motor vehiclecontrol doesnot usepolice
departmentinvestigationdatain processing abandoned and derelict
vehicles. Asaresult, thesevehiclesmay remainanadditional week
longer beforeremoval. Motor vehiclecontrol’ sduplication of the
policedepartment’ sabandoned vehicleinvestigationscontributesto
processinefficiencies, wastingtimeandresources. Thelack of
coordination betweenthepolicedepartment and motor vehicle
control must beresolvedif thecity isto benefitfromthepolice
department’ svolunteer policing program.

3. Thecity generally adheredto contracting best practicesinthe
devel opment of itsabandoned and derelict vehiclecontracts, but
lapsesinmonitoring andexecutionadversely impact their
effectiveness. Thecity’ sabandoned andderelict vehiclecontractor
hasnot fully adheredto contract termsand motor vehiclecontrol
failedtoenforcekey contract provisions. Improvedenvironmenta
wasteprovisionsinthecity’ sabandonedvehiclecontract warrant
consderation.

Thecity’ sMotor VehicleControl Sectiondoesnot consistently tow
abandoned vehiclesfromcity streetswithin14work days, butisableto
tow derelict vehicleswithin 15work days. Abandonedvehiclesoften
remainoncity streetsfor nearly amonth. Relianceon paper-based,
manual operations, outdated technol ogy, poor coordinationwiththe
policedepartment, and other operational deficiencieshamperthecity’s
ability toeffectively processabandoned andderelict vehicles. Thecity’s
varioustow contractorswerenot preparedfor theinflux of abandoned
vehiclesresultingfromtworecent law amendments. Motor vehicle
control and thepubliccoul d benefit from best practi cesfrom other
juridictions.

Motor vehiclecontrol proceduresestablishatarget timeframeof 14
work daysfromthedatean abandoned vehiclecomplaintisreceived
until thevehicleistowed andthetow contractor notifiesmotor vehicle
control regardingthetow status. Wetested astatistically valid, random
sampl eof 96 abandoned vehiclecomplaint reportsfiled between

FY 2003-04 and FY 2005-06, to determinethelength of timeit took
motor vehiclecontrol anditstow contractor toremovethesevehicles
fromcity streets. Wefoundthat abandoned vehiclesweretowedinan
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averageof 23.4work daysfromthedatethecomplaint wasfiled until the
vehiclewastowed, exceedingthe 14 work day mark established by
motor vehiclecontrol by nearly twowork weeks. Wefound that motor
vehiclecontrol towed abandoned vehicleswithin 14 work daysonly 37
percent of thetime. Theamount of timeit took motor vehiclecontrol to
tow an abandoned vehicleranged from 3to 94 work days.

A closeanalysisrevea edthat del ayswerecaused by motor vehicle
control inspectors failuretoinvestigatecomplaints, failuretorecheck
marked vehiclesinatimely manner, andthetow contractor’ sfailureto
tow vehicleswithinthecontract-mandated timeframeof 72 hours.

Accordingtomotor vehiclecontrol procedures, aninvestigator should
Investigatean abandoned vehiclecomplaintwithinfivework daysfrom
thedateof complaint. Inour test of 96 abandoned vehiclereports, we
found 22instanceswherethemotor vehiclecontrol inspector failedto
investigatewithinfivework days. Theaveragetimeittook for inspectors
toconduct theinitial investigationinthese22instanceswas19work
days. Inoneinstance, it took theinspector 59 work days, or nearly
threemonths, toinitiateaninvestigation.

Motor vehiclecontrol proceduresal so establishthat aninspector should
recheck thevehicleafter aminimumof 24 hours, but generally within
threework days, fromthedatethevehicle stireswerefirst marked. We
found 15instanceswheremotor vehiclecontrol inspectorsexceeded
threework daystorecheck marked vehicles. Theaveragetimeittook
Inspectorstorecheck thesevehicleswas12work days. Intwo
instances, theinspector took 28 work daystorecheck avehicle.

Accordingtothecity’ scontract, thetow contractor isrequiredto
removeanabandoned vehiclewithin 72 hoursafter recelvingarequest
frommotor vehiclecontrol. Inour test of 96 abandoned vehiclereports,
wefoundthat thecontractor towed avehiclewithin 72hoursonly 33
times, or 34 percent of thetime. Inthe63instanceswherethetow
contractor did not tow avehiclewithin 72 hours, theaverageresponse
timewas24.4work days, or over four work weeks. Inoneinstance, it
took thetow contractor 84 calendar daysfromthedateof notificationto
removethevehicle.

Asaresult of thesedelays, the public had to contend withthenuisance
and hazardsof abandoned vehiclesfor nearly amonthbeforethe
vehiclesweretowed. Wenotethat thecity timeframeisbased oncity
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Derelictvehicles are
generally towed within 15
work days, butinspector
delays slow the process

work days, and excludesweekendsand holidays. Hence, 23.4work
daysspansfour and one-half calendar weeks.

Motor vehiclecontrol proceduresestablishthat derelict vehiclesshould
betowedwithin 15work daysfromthetimeacomplaintisreceived until
thevehicleistowed andthetow contractor notifiesmotor vehiclecontrol
about thestatusof thetow. Wetestedastatistically valid, random
sampleof 96 derelict vehiclereports, for complaintsfiled between

FY 2003-04 and FY 2005-06, to determinethelength of timeit took
motor vehiclecontrol anditstow contractor toremovethesevehicles
fromcity streets. Throughour sampleanaysis, wefoundthat derelict
vehiclesweretowed anaverageof 12.4work daysfromthecomplaint,
whichfell withinthe15-work day standard. Wealsofoundthat 77
percent of thederelict towsinour samplemet the 15-work day
standard. Theamount of timeit took motor vehiclecontrol totow a
derelictvehiclerangedfrom2to50work days.

Although, onaverage, motor vehiclecontrol metthe15work day
timeframetotow derdlictvehicles, moretimely investigationsby
inspectorscould have sped uptheprocess. Accordingtomotor vehicle
control procedures, aninspector shouldinvestigateand determineif acar
meetsthequalificationsof aderelict vehiclewithinfivework daysfrom
thedateof complaint. Inour test of 96 derelict vehiclereports, we
foundmotor vehiclecontrol inspectorsfailedtoinvestigateaderelict
vehiclewithinfivework days34times, or 35 percent of thetime. In
these34instances, theaveragetimeit took inspectorstoinvestigatea
derelict vehiclewasnearly 20work days, or onecal endar month.

Onapositivenote, wefoundthat thecity’ sderelict vehicletow
contractor metitsobligationintowingderelict vehicles. Accordingtothe
city’ scontract, thetow contractor isrequiredtotow aderelict vehicle
withinfivecalendar days. Inour test of 96 derelict vehiclereports, we
foundthat thetow contractor compliedwiththefive-day timeperiod 100
percent of thetime. All instancesof non-compliant derelict vehicletows
inour sampleweremotor vehicleinspector delays. Exhibit2.1shows
motor vehiclecontrol’ scompliancerateintowingabandoned and
derdlictvehicles:
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Exhibit 2.1

Motor Vehicle Control’s Compliance Rates for Towing Abandoned and Derelict Vehicles

Abandoned Derelict

Vehicles Vehicles
Average number of work days it took from complaint to tow 234 12.4
Average number of calendar days it took from complaint to tow 33.9 17.8
Number of tows that exceeded the standard timeframe * 61 22
Percent of tows that exceeded the standard timeframe 63 23
Percent of tows that complied with the standard timeframe 37 77
Longest time period for a tow (work days) 94 50
Shortest time period for a tow (work days) 3 2

1 Abandoned vehicles — should be towed in 14 work days; Derelict vehicles — should be towed in 15 work days

Note: Based on a statistically valid random sample of 96 motor vehicle reports, FY2003-04 to FY2005-06

Source: Office of the City Auditor

Motor vehicle control has
notaccurately tracked
abandoned and derelict
vehiclecomplaints for
years

Ingeneral, derelict vehicleswereremovedfromcity streetsinamore
timely manner thanabandonedvehicles. Y et, theamount of timederelict
vehiclesremained oncity streetscould havebeenreducedfurther if
ingpectorsinvestigated thesecomplaintspromptly. Weemphasi zethat
unlikeabandoned vehiclesthat aresubject toowner notification, storage,
and publicauctionreguirements, tow contractorscan disposederdlict
vehiclesimmediately. Therefore, itiseasier for thecontractor torespond
toderelictvehicletows.

Thecity’ sMotor VehicleControl Sectionfailedtologall abandoned and
derelictvehiclecomplaintsintoitscomputer database. Most complaints
werelogged after thevehi clewastowed, creatingagapintheagency’s
ability toadequately monitor andtrack vehicleinvestigations. Motor
vehiclecontrol administratorsblameinexperienced staff and staff
shortagesfor thebacklog.

Not all complaintsarelogged intothecomputer database

Motor vehicleclerksaretasked withreceiving abandoned and derelict
vehiclecomplantsandrecordingthemintheagency’ scomputer
database. Under current practice, abandoned and derelict vehicle
investigationsareloggedintothesystemafter-the-fact. Motor vehicle
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clerkslogcomplaintsintothesystemonly after theinvestigator has
submittedfinal paperwork onthevehicleafter it hasbeentowed. Thus,
thereisnoaccuratecomplaintinformationavailabletomotor vehicle
control administratorsor thepublicbetweenthetimeof complaint and
thetow. If thevehicleisnot towed, thereisnostatusinformation
enteredintothesystem.

Exhibit 2.2
Photo of Unrecorded Abandoned and Derelict Vehicle
Reports

Boxes of unrecorded abandoned and derelict vehicle reports are
piled on the floor of motor vehicle control’ strailer in Kapahulu.

Source: Office of the City Auditor



Chapter 2: The City's Abandoned and Derelict Vehicle Program is Adversely Affected by Operational Deficiencies,
Inadequate Coordination With the Police Department, and Poor Contract Management and Enforcement

Weal sofoundthat thereisabacklog of hundreds, if not thousands, of
closed complaintsand derelict vehiclereportsstoredinboxesthat have
not beenproperly logged. Oneclerk advised usthat duetostaffing
shortagesand other issues, clerksdidnotinput any casesintothe
computer system between February and September 2006. Asaresult,
motor vehiclecontrol lacksacritica internal control mechanismto
properly document, track, and manageabandoned andderelict vehicle
complants.

Theproblemof not properly recording andtracking abandoned and
derelict vehiclecomplaintsbecameevident whenwerequestedalist of
all abandonedandderelict vehiclecomplaintsreceived by motor vehicle
control between July 1, 2003 and June 30, 2006, and their disposition.
M otor vehiclecontrol administratorsadvised usthat they could not
generatean accuratelist sinceitscomputer systemonly recordsactual
tows. Furthermore, thelistwould notincludehundreds, if not thousands,
of vehiclereportsthat havenot beenrecordedintheir computer system.
Becausemotor vehiclecontrol cannot establishauniversefor thenumber
of abandoned and derelict vehiclecomplaintsor their disposition, wefind
their datareportingtothecouncil and public, questionabl e.

Inadditiontorecordkeeping andtrackingdeficiencies, servicetothe
publicisalsocompromised. If acomplainant callsmotor vehiclecontrol
tofollow uponacomplaint, clerksareunabletoprovidethecaller with
any statusinformation. Inpractice, clerkstransfer call stotheinspector
outinthefield coveringtheapplicablearea. Theinspector must takethe
timetopersonally fieldthecall andrespond, thustakingtimeaway from
abandoned andderelict vehicleinvestigations. Sometimes, thecaller
mustwait until theinvestigator canreturnthecall. If all complaintswere
enteredintothecomputer databaseuponreceipt, clerkscould promptly
providecallerswithupdated statusinformation. Inaddition, thelack of
accuratecomplaintinformation canleadtorepeated complaintsonthe
samevehi clebecausemotor vehiclecontrol doesnot haveaccessto
updated complaint history andisthereforeunabl etoidentify complaints
aready investigated orintheinvestigation process.

I nexperienced staff and staff shortagesareblamed for the
backlog

M otor vehiclecontrol administratorsexplainedthat highturnover among
clerksintheir sectionadversely impacted abandoned and derelictvehicle
operations. Motor vehiclecontrol hasfiveclerk positions. Between
February 2004 and May 2006, 11 new clerkswerehired and 11
individual svacatedtheseclerk positionswith motor vehiclecontrol—a
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Not all complaints are
handled equally

100 percent turnover ratio. Oneof thereasonsfor thehighturnoveris
thelack of advancement opportunitieswithintheagency. Currently,
motor vehicleclerk positionsarecompensatedat an SR10level. Clerks
top-out at thislevel andthereareno other positionswithinmotor vehicle
control that clerkscanfind advancement. Consequently, employees
leavefor other departmentswherepay and advancement opportunities
arebetter. Another reasonfor thehighturnover rateisthenatureof the
job. Clerksfield phonecallsfromthepublicall day, many of whomare
upset that their vehiclehasbeentowed. Thevolumeof calls,
belligerenceof somecallers, andthestressfromdealingwiththepublic
canimpact onstaff morale.

Oneof theconsequencesof highturnover istheinexperienceof motor
vehiclestaff. Motor vehiclecontrol administratorsadvised that thelack
of properly trained personnel isaproblem. Clerkslack experienceand,
duetothehighvolumeof work, donot havetimetoreally learntheir
system. They estimatethat it cantakeuptooneyeartofully traina
clerk.

Asaresult of thehighturnover andlack of afully trained staff, motor
vehiclecontrol failedtokeepupwithitsworkload and properly logand
monitor abandonedandderelict vehiclecomplaints. If clerksupdated
thedatabaseinatimely manner, inspectorscoul dtrack the progressof
vehicleinvestigations, which currently doesnot occur. Lack of trained
staff alsoadversely impactsvehicleauctions, whichisdiscussedlaterin
thisreport.

Generadly, thepublichasthreeprimary optionsinfiling anabandoned or
derelictvehiclecomplaint: 1) contact motor vehiclecontrol directly by
phoneor email, 2) contact thepolicedepartment, or 3) contact an
electedofficia (mayor or councilmember) whowill generateaDocument
and Record Tracking (DART) record. However, thespeedat whichan
abandoned andderelict vehiclecomplaintisaddressed, and ultimately,
thetimeframefor towingavehi clemay depend onwhomthepublic
complainant contactsandfilestheinitial complaint. Complaintsfiledwith
themayor or councilmember’ sofficewill likely beaddressedfirst, while
thosefileddirectly withmotor vehiclecontrol or thepolicedepartment
may takelonger.
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Mayor’sDART submissionsand councilmember requeststake
toppriority

Accordingtomotor vehiclecontrol administratorsandinspectors,
abandoned and derelict vehiclecomplaintssubmitted by themayor
throughthecity’ SDART complaint systemand councilmember requests
arealwaysgivenahigher priority. Requeststoinvestigateabandoned
andderelict vehiclesthat comefromthemayor or city council directly
takeprecedenceover any other request, sincethemayor’ sDART
request comeswithaduedateof approximately twoweeks. Since
motor vehiclecontrol administratorsmust respondtothemayor and
council directly, staff aretoldto*” dropwhatever they’ reworkingon” to
addressthesecomplaints. Whilemotor vehiclecontrol’ spriority
responsetothesecomplaintsisunderstandable, theresultisthat
complaintsthat did not get funneled through HonoluluHal emay have
investigationspushed back and thosevehi clesmay poseaprolongedrisk
tothecommunity. Duetoincompletecomplaint trackingand poor
recordkeeping, motor vehiclecontrol wasunabletoaccurately identify
thenumber of DART Sand councilmember requestsit received between
July 1, 2003 and June 30, 2006.

Complaintsmadethroughthepolicedepartment cantakelonger

Whilefilingcomplaintsthroughthemayor’ sor councilmember’ soffice
may resultinaquicker responsetoanabandonedor derelict vehicle
complaint, filingacomplaintwiththepolicedepartmentislikely totake
longer. Asnoted previously inthisreport, thepolicedepartmentis
authorizedtoinvestigateabandonedvehicles. Anofficerwill spendat
|east twodaysinvestigatinganabandoned vehicleand, if thevehicleis
deemed abandoned, will subsequently notify motor vehiclecontrol for
towing. However, motor vehiclecontrol doesnotimmediately dispatch
atow wagonuponrecei pt of thepoliceofficer’ sinvestigationreport.
Rather, motor vehiclecontrol proceduresrequirethat aninspector re-
mark thetiresand recheck thevehicleafter at |east 24 hours, before
determiningthat thevehicleisabandoned andrequestingatow. This
duplicativeprocessisdiscussedindetail later inthisreport. Asaresult,
addingthepolicedepartment’ sinvestigationtothemotor vehicle
control’ sreinvestigationmay prolongthelength of timeanabandoned
vehicleremainsinthecommunity beforethecity initiatesatow.

Wenotethat whilethemayor’ SDART requestsreceivepriority
investigationwithmotor vehiclecontrol, theserequestsarenotsimilarly
handled at thepolicedepartment. Accordingtoapolicedepartment
trafficdivisonadministrator, complaintsfromthemayor’ sofficeare
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Motor vehicle control

relies on paper-based,
manual processes and
antiquated technology

routedtothetrafficdivisionor directly tothedistrict offices. Because
thecomplaintsdonot gothrough policedispatch, thecomplaintsarenot
prioritizedwiththeofficer’ sdaily workload and must beinvestigated
separately. Sometimes, it cantakeuptooneweek beforeofficers
respondtothesecomplaints, althoughgenerally they will addressthese
complaintsassoonasthey can.

Abandoned andderelict vehiclecomplainantsreceivevaryinglevel sof
city service, dependingonwhomthey contactedinthecity system.
Somecomplaintsto councilmembersor themayor may result frommotor
vehiclecontrol’ slack of action, andthusbecome* priority” responses
that addtotheagency’ sworkload. Whatever thereason, thecouncil
andthepublicneedtobeawarethat abandoned and derelict vehicle
complaintsarenotinvestigated consi stently andthat theremoval timeof
vehiclesfromcity streetsmay vary asaresullt.

M otor vehiclecontrol operationsarehampered by inefficient processes
and equipment. Agency operationsareprimarily conducted aspaper-
based transactionsrather than managed by efficient el ectronic database
storage, casetracking, and communication. Althoughmotor vehicle
control utilizessomeinformationtechnol ogy, theoperationsconsi st of
two separatedatabasesandincompatibl esoftwareprograms. However,
tothecurrentdirector of customer services' credit, motor vehiclecontrol
hasinitiated aprogramtoupgradeitstechnol ogy and addresslong-
dandinginefficiencies.

Nearly all inter nal and exter nal transactionsar epaper -based

Under current practices, whenacomplainant filesan abandoned or
derdlictvehiclecomplaintwithmotor vehiclecontrol by telephone, the
clerk will recordtheinformationonapaper form, whichasupervisor
hand-deliverstotheappropriateinspector toinvestigate. Asnoted
previoudy inthisreport, complaintinformationisnot recordedintothe
databaseuponreceipt, rather itisrecorded only if an actual tow takes
place.

Complaintsmay a sobefaxedtomotor vehiclecontrol. Nearly all
DARTsarereceivedviafax. Likephonecalls, thesecomplaintsarenot
recordedintothedatabaseright away. Thefaxed sheetsaregiven
directly toinspectorsforinvestigation. Policeofficersa sofax their
abandonedvehicleinvestigationstomotor vehiclecontrol.
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Thepaper formsandfaxesarecollected andamotor vehiclesupervisor
drivesfromtheKapahuluofficetotheCity Squareofficeon Dillingham
Boulevardto hand-deliver thecomplaintstoinspectors. Dependingon
thetimemotor vehiclecontrol receivedthecomplaint, anentireday may
havee apsed sincecomplaint delivery occursonly oncedaily. Thistime-
consuming, physical delivery of sheetsof paper addsto process
inefficiendies.

Based oncurrent practices, inspectorsaretheonly oneswith any
informationabout acomplaint. Thelonepaper record, oftenhandwritten
by aclerk or faxedtomotor vehiclecontrol, isat highrisk for
misplacement or loss. Becauseno copiesof thecomplaintsaremade
nor arethey recordedinto thedatabase, if the pieceof paperislost, the
entirecomplaintisalsolost. Oneinspector wespokewithadmittedto
losing paperwork whileintrangit.

Weconductedfieldwork at motor vehiclecontrol’ strailerslocated under
theH-1freeway overpasson K apahulu Avenueand observed stacksof
openboxesfilledwithhundredsof compl eted vehiclereportsthat were
not yet recorded. Theseunrecorded reportsarealsoat highrisk for loss
or misplacement. Inthat event, therewouldbenoformal recordthat an
investigationor tow took place. Consequently, wequestiontheagency’s
internal control sover itsdatamanagement anditsability toestablishan
accuratecount of thecomplaintsreceivedandtheir disposition.

M otor vehiclecontr ol utilizesvarious, stand-aloneinfor mation
systemsandincompatiblesoftware

Currently, motor vehiclecontrol’ sabandonedandderelict vehicle
complaintinformationisrecordedintoanantiquated, stand-aloneDOS
system, which cannot be shared and doesnot interfacewith other

exi sting computerized databases. Furthermore, thesystemissplitinto
two separatesystems. Thefirst systemrecordsabandoned andderelict
vehiclecomplaintslocatedwithinHonolulu’ scitylimits; thesecond
systemkeepstrack of towsmadeincountrylocations. Thisdata
management limitstheagency’ sability totransfer or combinedata,
extract statistics, or generateuseful reportsthat newer technologies
dlow.

Oneof theclerks dutiesistoresearchandidentify theregistered owner
for eachtowedvehicle, including abandoned vehicletowsinitiated by
motor vehiclecontrol or by thepolicedepartment, and mail notices
advisingtheowner of thetow. Toaccomplishthistask, motor vehicle
control clerksmust accessyet another separatemainframesysteminthe
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officetoresearchownershipinformationinmotor vehiclelicensing
division' sdatabase. Becausethereisnointerfacebetweenthis

mai nframeprogramand other agency computers, oncetheinformationis
obtained, clerksmanually enter thepertinentinformationintoamail-
mergeprogramonapersonal computer togenerateanotificationletter
tothevehicle' sowner. Thelack of interfaceand redundant entries
contributetotheagency’ sinefficient useof staff time.

Additionally, towedvehicleinventory dataarere-enteredinto Excel
databaseson officepersonal computers. Statistical dataabout
abandoned and derelict vehicleswereceivedfrommotor vehiclecontrol
wasgenerated by an Excel spreadsheet, whichisnot thefirst point of
dataentry intheagency’ ssystem. Furthermore, onemotor vehicle
control clerk advised usthat eventhesoftwareinstalled on personal
computersintheofficeisincompatible. Theclerk explainedthat dueto
softwareincompatibility, documentsneedto bereformatted, depending
onthecomputer being used.

Wealsofoundthat thereareonly fivepersona computersthat are
shared among the 15 inspectorsbased at the City Squareoffice. Asa
result, inspectorsoutinthefield must returntotheofficeto prepareand
fax reports. If inspectorshadthecapability torecord and processdata
outinthefield, they could spend moretimeinvestigatingcomplaints
instead of returningtotheofficeand compl eting paperwork.

Upgradetoweb-based technology toresolvelongstanding system
inefficienciesmeritscontinuingattention

IN2005, theformer director of the Customer ServicesDepartment
initiatedaninternal review of theabandonedandderdlictvehicle
operations, whichwasprompted by compl aintsabout thesl ow paceof
removingsuchvehiclesfromcity streets. However, duetodepartmental
priority reshuffling, thisinitiativewasput onhold. 1n2006, thecurrent
director revisitedtheinitiativeandisworkingtooverhaul motor vehicle
control’ scomputer systemsusi ng Windows-based technol ogy to
integratevariousprocessesandimproveefficiency.

InAugust 2006, motor vehiclecontrol formally beganitstechnol ogy and
processre-engineering project withthe Department of Information
Technology. Theprojectisintendedto support motor vehiclecontrol’s
processi ng of all abandoned vehiclecomplaintsand unclaimedvehicles
frompolicedepartment tow contractors, and comply withcity
ordinancesandstatelaw. Theproject proposestodevel opanelectronic
processwithasinglepoint of entry to hel ptheagency track theprogress
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Inefficientauction
practices backlogtow
lots, delay towing, and
affect potential city
revenues

and statusof acomplaint and ensurethesuccessful completionof all
tasksrequiredtobringtowedvehiclestofinal disposition. Theproject
will alsofeaturecapabilitiesthat allow complainantstoreport abandoned
andderdlictvehiclesonline. Project objectivesincludedecreasing
clerical processingtimeby 40 percent; increasingthenumber of vehicles
processedfor auctioneach month; and decreasi nginspector
inefficienciesby exploringtheuseof portablee ectronicdevicesinthe
field. However, at thetimeof our fieldwork, consideration of thepolice
department’ ssystemsand needswasspecifically excludedfromthere-
engineeringproject.

Websdlievethat thistechnol ogy upgradeinitiativeislongoverdueand
commendthecurrent department administrationfor pursuingthis
important project. Motor vehiclecontrol will likely seesignificant
improvementinoperationd efficiency withtheproject’ simplementation.
However, wequestionthedecisiontoleavepolicedepartment systems
out of theproject’ sscope. Thepolicedepartment and motor vehicle
control areconnected by responsibilitieswithabandoned and derelict
vehicles, owner notification, andauctions. Y et, thereisnolinkagein
theirtechnology. Aswediscusslater inthisreport, thedisconnect
between motor vehiclecontrol andthepolicedepartment contributesto
theprogram’ sdelaysandinefficiencies.

Accordingtocity ordinance, both abandoned vehiclestowed by motor
vehiclecontrol’ stow contractor and unclaimedvehiclesonpolice
department contractedtow |lotsmust bedisposed by publicauction.

M otor vehiclecontrol administratorsestimatethat, at aminimum, an
abandoned vehi clecan beprocessed and sold at publicauctionwithin 35
days, but vehiclesgenerally remainonatow operator’ slot between 45
to60daysbeforethey areauctioned. Timely processing of vehiclesfor
publicauctionisimportant becauseunl essvehiclescanbesoldor
junked, it must remainonthelot, whichmay delay or prevent other
vehiclesfrombeingtowed and stored. Auctionsaregenerally held
monthly at thecity’ sabandoned vehicletow contractor’ slotandthe
policedepartment’ stow contractors' lots. Becauseof poor
recordkeeping, motor vehiclecontrol hasnoaccuraterecord of
abandoned vehiclesandisunableto prepareaging reportstodetermine
how |ong vehi cleshavebeen onthetow contractor’ slot awaiting
auction. Wefoundthat thelack of staff contributedtodelaysin
processing carsfor auction. Weal sofoundthat delaysmay adversely
impact salesof auctionedvehicles.
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L ack of experienced clerical staff slowed theauction process

Accordingtothepresident of theHawai‘i Towing Association, the
biggest challengeinremovingabandonedvehiclesfromcity streetsisthe
dow vehicleprocessing by motor vehiclecontrol. Theassociation’s
president reportedthat over thelast few years, clerksweretooslowin
sendingtow notificationletterstoregistered vehicleowners. Asaresult,
carsremained ontow |otsfor longer periodsof time. Theassociation
president recognizedthat highclerical turnover inmotor vehiclecontrol
impactedtheprocess. Thecity’ sabandonedandderelict vehicletow
contractor also cited clerical inefficienciesasoneof theprimary reasons
for delaysingettingmorecarstoauction. Motor vehicleadministrators
andinspectorsal so confirmedthat thebacklog of clerical tasksadversely
impacted theauction processandthetow contractors' ability to
subsequently tow and storeadditional vehicles. Atthetimeof our
fieldwork, theloneclerk assignedto processvehiclesfor auctionhad
only oneand one-half yearsexperiencewithmotor vehiclecontral.

Added storage costs ar e passed on to buyers

Statelaw establishesfeesthat tow companiesmay chargearegistered
owner whoclaimstheir vehicle. Thecity’ sabandonedvehiclecontract,
whichincorporatesfeesallowed by statelaw, allowsthetow contractor
to assessa$55 feefor thetow and mileage charge of $2 per mile. In
addition, thevehicleaccruesastoragefeeof $15 per 24-hour periodfor
thefirst sevendaysand $10 per 24-hour periodthereafter. For vehicles
that areunclaimed and gotoauction, thebuyer must pay thewinningbid
price, pluspay thetow contractor for all towingandstoragefees. Atthe
auction, prospectivebiddersassumesomerisk sincethey arenot
allowedtoenter thevehicleor start theengine.

If motor vehiclecontrol isunableto processvehiclesfor auction, they
will remainonthelot until thenext month’ sauction, al thewhileaccruing
daily storagefees, thereby increasingthetotal priceof thevehicle.
Sometimes, thestoragefeesexceedthecar’ svalue. Asaresult, thecity
may loseout on potential salesasbuyerspasson carsthat, while
saleable, haveexcessivefees. Exhibit 2.3 showsasampleof estimated
feesfor vehiclesstored ontheabandoned vehicletow contractor’ slot
for over six months, withfeesaccruingasmuch as$6,060fora1974
Mercedes.
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Exhibit 2.3

Status of Vehicles Towed Between May 2005 and June 2006 That Have Not Been Cleared
for Auction as of December 2006

Vehicle
Make

Tow
Date

Assumed
Auction
Date

Total
Number
of Days
on Tow

Lot

First
Seven (7)
24-hour
Periods?

Eighth (8)
24-hour
Period

and Over3

Tow
Charge?

Total
Tow
Charges
and
Storage
Fees

Disposition

05/14/05 1974

Mercedes

01/02/07

597

$55 $105 $5,900

$6,060

Neither the MVC inspectors
nor the contractor’s
employees could locate the
vehicle. If the inspector and
contractor cannot locate the
vehicle and the contactor does
not submit a CLAIMED
VEHICLE REPORT, the
inspector will be required to
submit a recommendation of
penalty under liquidated
damages.

08/16/05 1990

Ford

01/02/07

503

$55 $105 $4,960

$5,120

No confirmation of towing in
the MVC files until the
contractor questioned why the
vehicle was not auctioned and
contractor resubmitted tow
confirmation.

01/04/06 1991

Mazda

01/02/07

362

$55 $105 $3,550

$3,710

Vehicle not yet cleared by
HPD. Records indicate that
this vehicle may be stolen.

03/29/06 1995

Chrysler

01/02/07

279

$55 $105 $2,720

$2,880

No confirmation of towing in
the MVC files until the
contractor questioned why the
vehicle was not auctioned and
contractor resubmitted tow
confirmation.

03/29/06 1975

Volkswagen

01/02/07

279

$55 $105 $2,720

$2,880

No confirmation of towing in
the MVC files until the
contractor questioned why the
vehicle was not auctioned and
contractor resubmitted tow
confirmation.

06/08/06 Unknown
Date

Nissan

01/02/07

207

$55 $105 $2,000

$2,160

Vehicle was locked and the
inspector was unable to verify
the vehicle identification
number (VIN). MVC will work
with the inspector in charge of
the tow to identify alternate
VIN location.

1 Assumes a regular tow fee of $55 and no overtime
2 By law, and contract, tow contractor may assess a daily fee of $15 for the first seven 24-hour periods

3 By law, and contract, tow contractor may assess a daily fee of $10 after the seventh 24-hour period

Source: Customer Services Department, Motor Vehicle Control Section and Office of the City Auditor
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Weak internal controls
put the tow contractor in
charge ofvehicle
inventory

Althoughwedidnotinspect thesevehiclesor assesstheir condition, we
neverthelessquestionthecity’ sability tosall thesevehicleswhenthey
comeupfor auctionafter accruing storagefeesfor over oneyear. While
theseareexampl esof vehiclesprocessedwithsignificantdelays,
excessivestoragefeesmay increasethesal espriceand causeapotential
lossincity revenue.

L ax monitoringand poor recordkeeping practi cesby motor vehicle
control administratorsputstheresponsibility of managingvehicle
inventory onthetow contractor. Aspart of our fieldwork, werequested
alistof all vehiclescurrently stored ontheabandoned vehicletow
contractor’ slot. A motor vehiclecontrol administrator wasunableto
provideuswithanaccuratelistandinstead referred usto the newspaper
advertisement containingtheauctioned vehicleinventory. Weal soasked
twomotor vehiclecontrol clerksif, at any giventime, they couldgenerate
alist of vehiclesthat havebeen processed for auctionand vehiclesthat
areeligiblefor auction, but not yet schedul ed, both stated that it could
not bedone. Oneclerk further explainedthat neither thecomputer
systemnor proceduresareset uptoreport thisinformation.

Wefoundthat motor vehiclecontrol hasnot ensuredthatit hasa
completeand accuratelist of vehiclesstored ontow contractors' lots
that arependingauction. Motor vehiclecontrol initiatesactionwhenthe
contractor initiatesaninquiry. Inour examplesof abandonedvehicles
that remained onthetow contractor’ slot and unsoldfor over six months
(seeExhibit 2.3), motor vehiclecontrol reported that thetow contractor
didnot provideconfirmationthat threevehiclesweretowed andthe
contractor did not questionwhy thevehicleswerenot scheduledfor
auction. Asaresult, thetow contractor, not motor vehiclecontrol, is
controllingauctioninventory. Sincemotor vehiclecontrol doesnot
monitor outstandingvehicles, vehiclescouldremainin® pending” tatus
indefinitdy.

M otor vehiclecontrol doesnot haveafull accounting of and control over
theabandoned vehiclesunder itsjurisdiction. Theagency shouldknow
thestatusof every car that it hasrequestedfor tow, initiateactionon
outstandingvehicles, and managethetimely flow of vehiclesinto, and out
of, thesystem. Motor vehiclecontrol’ spassiveapproach, deficient
recordkeeping, and poor inventory control essentially shifted someof
theseresponsibilitiestothetow contractor. Asaresult, thecity hasno
assuranceabout motor vehiclecontrol’ sproper management of the
abandoned andderdlict vehicleprogram.



Chapter 2: The City's Abandoned and Derelict Vehicle Program is Adversely Affected by Operational Deficiencies,
Inadequate Coordination With the Police Department, and Poor Contract Management and Enforcement

Extended leaves of Timely complaintinvestigationsarekey totheremoval of abandoned

absence shifts workload  vehicles. Asof December 2006, motor vehiclecontrol hasassigned 12

burden to remaining inspectorsto cover specificareasaround O* ahu, all ocated oneposition

Inspectors asa“Resourcel nspector” whosespecificduty istofill inwhenthereis
anabsenceor assi st another inspector, and one* Derelict | nspector”.
Oneinspector remainsonlong-termindustrial leave. Incaseswhere
inspectorsareon extended |eave, other inspectorshaveto cover their
areaandtakeontheabsentinspector’ sresponsibilities. Onemotor
vehiclecontrol administrator commentedthat at any giventime, nearly
half of themotor vehicleinspectorsareonsick, industrial, vacation, or
other leaves.

Wefoundthat four of 15motor vehicleinspectorswereoutonsick,
industrial, or military leaveexceeding 100work daysbetweenJuly 1,
2003 and June 30, 2006. Oneinspector wasonfull-timeindustrial leave
fromMay 1999 to August 2003; worked only 19.5daysin FY 2003-04;
andwasonfull-timeindustrial leavefor all of FY 2004-05and FY 2005-
06. Threeother inspectorswereonindustrial leavesfor periodsof
October 2004 to January 2005; November 2005 to March 2006; and
January 2006to June 2006, respectively, inadditionto other leavesof
absencetakenthroughout theyear. Exhibit 2.4 revea sthenumber of
leavedaystaken by four motor vehiclecontrol inspectors.

Exhibit 2.4
Extended Leaves of Absence, Motor Vehicle Control Inspectors
FY2003-04 to FY2005-06

Motor FY2003-04 FY2004-05 FY2005-06

Vehicle — — —

Control Sick Industrial Military  Sjck  Industrial Military  Sick Industrial Military

Inspector Days Days Days Days Days Days Days Days Days Total

Inspector 1 14.44 190.38 0 0 248.00 0 0 248.00 0 700.82

Inspector 2 .38 55.50 0 18.13 0 0 1.25 117.00 0 192.26

Inspector 3 0 0 0 11.00 2.38 0 4.38 100.53 0 118.29

Inspector 4 23.00 0 19.00 19.00 58.22 4,00 16.25 0 20.00 159.47
Total 37.82 245.88 19.00 48.13 308.60 4,00 21.88 465.53 20.00 1170.84

Source: Customer Services Department, Motor Vehicle Control Section
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Incompleteand
inaccurateinformation
provided by external
sources wastes motor
vehicle control stafftime

Weasked amotor vehiclecontrol administrator if theagency considered
fillingsomeof thepermanent, civil serviceinspector positionswith
temporary hires. Theadministrator advised usthat inspector positions
aredifficulttofill onatemporary basisbecauseit requiresadvanced
automotiveknowledgeandskills; andbelievesthat individual smeeting
thepositionqualificationsarea ready gainfully employedand canmake
moremoney intheprivatesector.

Wedid not assessthevalidity of theabsencesnotedinour review nor
guestiontheir legitimacy. Neverthel ess, wepoint out that evenlegitimate,
long-termabsencesimpair motor vehi clecontrol operationsby reducing
thenumber of inspectorsavailabletoinvestigate, citeand, beginthe
processof towing abandoned and derelict vehicles, and causeother
inspectorstopick uptheadditional workload. Ensuringadequate
inspector labor force, totheextent that long-term absencesareknown
or anticipated, should beaddressed tominimizedelaysinremoving
abandonedandderelictvehicles.

Inadditiontoinefficiencieswithinmotor vehiclecontrol,, inadequate
complaintinformation provided by thepublicandincompl etetow
contractor reporting candelay theinvestigation process. Wefoundthat
complaintinformation providedtomotor vehiclecontrol isoftentoo
vaguetoconduct avalidinvestigation. Repeat complaintssubmitted by
thepubliccauseingpectorsto spendtimeinvestigatingthesamevehicle
over-and-over. Wenotethat from FY 2003-04 to FY 2005-06, motor
vehiclecontrol investigated over 78,000 abandoned andderdlict vehicle
complaints. Incompl eteinformation containedintow contractor reports
senttomotor vehiclecontrol causesadditiona delaysinprocessing
abandonedvehicles.

Complaintinformation providedtomotor vehiclecontr ol isoften
toovagueto conduct avalid investigation

Oneof thebiggest hindrancestotimely investigationsmotor vehicle
control faceswithitsabandoned vehicleprogramislack of detail ed
complaintinformationitreceives. Toensurethemost efficient
investigation, ingpectorsneed specific, descriptiveinformation, including
themake, model, and car col or; licensenumber or vehicleidentification
number (VIN); andvehiclelocation, including crossstreetsto better
definethevehicle slocation. For example, ananonymouscaller may
request that someonecheck ona“ black sedan parked on Sheridan
Street,” without providingany additional information. Aninspector might
goto Sheridan Streetandfindfive* black sedans,” but doesnot mark
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any vehiclesbecausetheinspector doesnot know whichvehicletocite.
Asaresult, notonly wasinvestigator timewasted onthisinvestigation,
but thecomplainant may perceivethat motor vehiclecontrol wasnot
responsive. Publiccomplaintsarenot theonly onesthat areincompl ete.
Inoneexample, aDART request submitted by themayor’ soffice
reported, “ 15-20derelict vehiclesal ong L eonui, L eokane, and Pupuole
StreetsinWaipahu.” Theinspectorswent tothelocation, eventhough
thecomplaintlacked any descriptiveinformation. Inthisinstance,
inspectorshad noway of knowingwhichvehiclesparked onthese
multiplestreetswerethesubject of thecomplaint. Becausemotor
vehiclecontrol’ spracticeistoinvestigateall complaintsitreceives,
frivolous, repetitive, or complaintslacking descriptiveinformationcan
wastetheingpectors' valuabletime.

I nspector sinvestigater edundant complaints

Another problemmotor vehiclecontrol staff contendswithare
complaintsfiled by thesameperson against thesamevehicles. Insome
instances, feuding neighborslodgecompl ai ntswithmotor vehiclecontral,
usingcitationsandtowingto* harass’ or causetroubl efor another
neighbor. A motor vehicleclerk provided anexamplewherean
individual claimedthat aused car businesswasallegedly parkingcars
illegally oncity streetsand requested that motor vehiclecontrol have
themmoved. Accordingtoagency records, ineachinstance, thecar
wasmovedwithin24 hoursevery timeitwascited. Therefore,in
accordancewithcity ordinance, thecity cannot tow thevehicle.

Motor vehiclecontrol provided anexamplewhereanindividual filedfive
complaintsagai nst thesamevehicleon September 8, 19, 21, 25and
October 2,2006. Wefound another threeinstanceswherecomplaints
werefiled against thesamevehiclemorethanoncewithinaone-month
period. Ineachinstance, motor vehiclecontrol policy requiresan
inspector toinvestigatethecomplaint, eventhoughtherewassome
certainty that thevehi clewould bemoved by theowner and atow could
not bemade. Whilewefoundanecdotal evidenceof potentially frivolous
complaints, motor vehiclecontrol doesnot gather enough descriptive
informationto assessthemagnitudeof theproblem.

Incompleteinfor mation provided by tow contractor sslowsthe
process

Anadditional challengefor motor vehiclecontrol isincompleteor
inaccurateinformation providedby tow contractors, particularly police
department tow contractors. Policedepartment tow contractorsmust
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Two recent changes in
the law have adversely
impacted theabandoned
andderelictvehicle
program
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advisemotor vehiclecontrol of any vehicleinitspossessionthat isnot
clamedwithin 24 hoursfromthetimethevehicleistowed. M otor
vehiclecontrol usesthisinformationtoresearchthevehicle sowner and
mail thenotificationletter. However, if thetow contractor doesnot
providecompleteor accurateinformation, motor vehiclecontrol clerks
must spendtimesearching for themissinginformationtomail noticesto
registered owners. Subsequently, motor vehiclecontrol andthetow
contractor go back-and-forth over the phoneand fax to get the proper
information. Asnotedprevioudy inthisreport, failuretoidentify
registered ownersand promptly mail noticesisoneof thereasonsthe
auctionprocessisdelayed. Inturn, abacklog of abandonedvehicles
canlimitthetow contractors’ ability totow and storeadditional
abandonedvehicles. Delay problems, inpart, canbeattributedtothe
tow contractorsthemselves.

Weidentified numerousinefficiencieswithinmotor vehiclecontrol that
delay abandoned and derelict vehicleprocessing. However, wea so
notethat external challengesbeyondtheagency’ simmediatecontrol
compoundthoseinefficiencies. Inorder toensurethat theabandoned
andderelict vehicleprocessproceedsexpeditioudy, all stakeholders—
motor vehiclecontrol, thegenerd public, city administrators, and tow
contractors—needtodotheir partinthiscollectiveeffort.

Atthistime, wefindthat implementing thetechnol ogy upgradesand
resolvingthesignificant operational deficienciesarelikely tohaveamore
significantimpact onremovingabandoned and derelict vehiclesthan
other actions, suchasamending existing ordinancesor statestatutes.

Recent changesinstatelaw and city ordinanceadversely impactedthe
abandoned and derelict vehicleremoval process. A statelaw enactedin
2006 to addressconstitutional concernshad theunintended effect of
increasingthenumber of abandoned vehicles, whiledecreasingthe
number of derelict vehicles. Alsoin 2006, thecity enacted anordinance
aimedatimprovingtheabandonedandderelict vehicleremoval process,
but that effort provedto havelimited effectivenessduetolack of
resourcesand enforcement.

Amendment in statelaw reduced thenumber of der elict vehicles,
but incr eased thevolumeof abandoned vehicles

Act 147, Session Lawsof Hawai ‘i 2006, sought to addressa
constitutionality problemwiththestatutory definitionof aderelict vehicle.
Thelegidaturefoundthat thelaw at thetimethat permitted disposal of a
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derelict vehiclewithout noticetotheowner becausethevehiclewas”ten
model yearsoldor older” washeldunconstitutional by aHawai‘i U.S.
District Courtjudge. Asaresult, thelegis atureamendedthelaw by
deletingthereferencetovehiclesthat are”tenmodel yearsoldor older”
fromthelist of conditionsthat defined aderelict vehicle.

Whilethecourt deemed anamendment tothelaw asnecessary, thenet
effect of that changeresultedinanincreaseinthenumber of abandoned
vehiclesand adecreaseinthenumber derelict vehicles. Anabandoned
vehiclethat wastenmodel yearsor ol der that could havebeendeemeda
“derelict” and disposed of immediatel y must now beprocessed asan
“abandoned” vehiclesubjecttolengthy notificationandprocessing. As
noted previously inthisreport, derelict vehiclescan bedi sposed of
immediately without notificationtotheowner. However, foran
abandoned vehicle, motor vehiclecontrol must mail acertifiedletter to
thevehicleowner, storethevehicleonthetow contractor’ slot, advertise
and holdpublicauctions, andjunk unsoldvehicles. Theprocessto
disposeof anabandoned vehicletakesmuchlonger and requiresmore
city resources. Thischangeinthelaw adversely affected motor vehicle
control operations. However, motor vehiclecontrol cannot readily
substantiatetheincreaseinabandoned vehiclesduetoitsdeficient
recordkeeping practices.

City ordinanceto addressnuisancevehicleshaslimited
effectivenessduetotow contractors’ lot capacity and inconsistent
enfor cement

Ordinance06-13, enactedin 2006, sought to remedy city council
concernsover themany vehiclesparkedoncity streets, highways, and
residential areasfor extended periodsof time. Thecouncil notedthat
many of thesevehicleswerenot registeredwiththecity, or hadexpired
registrationemblemsor safety inspection stickers, or did not havecurrent
licenseplatesasrequired by statelaw. Thecouncil alsorecognizedthat
unlessthesevehiclescoul d bedeemed abandoned, which canbeatime-
consuming and oneroustask, thecity wasunabletoremovethese
vehicles. Consequently, theordinanceauthorizedthepolicedepartment
and customer servicesdepartment toremovesuchvehiclesimmediately.
Wenotetheordinanceamended Section 15-13.9, Revised Ordinances
of Honolulu(ROH), whichauthorizesboth motor vehi clecontrol andthe
policedepartment totow vehiclesmeeting certaincriteria. However,in
practice, thepolicedepartmentwill tow vehiclesviolatingthecity’ straffic
code, whilemotor vehiclecontrol will generally tow abandonedand
derelict vehiclesasdefined by statestatute.
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Unsold auctioned
vehicles have not been
offered to automotive
equipmentservices as
required by city
ordinance

Wefoundthat theordinanceexpeditedtheremoval of vehicleswhich
remained oncity streetsfor extended periodsof time, but with
unanticipated consequences. Accordingto policedepartment
administrators, when policeofficersbeganenforcingthisprovision,on
thefirstday, it towed somany cars(they could not estimatethenumber)
that policedepartment tow contractorscomplainedthat their [otswere
filled by theinflux of vehiclesandthat they did not haveenough storage
capacity tohandleall of thesevehicles. Asaresult, under “verbal
agreement” withitstow contractors, and after only oneday, thepolice
department hasnot consi stently enforced theordinance’ sprovisions.

M otor vehiclecontrol inspectorswespokewithacknowl edgethat
Ordinance06-13 providedtheagency and policedepartment withan
additional tool, but haslimited effectiveness. Aninspector notedthat
policetow contractor yardsdo not haveenough spaceto storetheinflux
of vehicles. Thetow contractorscontendthat whenthey bidfor the
contract, it wasbased on past volumeof tows. Thechangeinthe
ordinanceincreased thenumber of tows, and wasnot accounted for
duringthebidding process. Another inspector commentedthat the
ordinancedidnot really changeanythingfor motor vehiclecontrol, but
had agreater impact for thepolicedepartment anditstow contractors
sinceall vehiclestowed under Ordinance06- 13 aretowed by police
department tow contractors. Aninspector advised usthat theordinance
isuseful during special “ sweeps’ whereinvestigationsareconducted on
numerousvehiclesinspecificareas, butisnot alwaysenforcedonadaily
basis. Theeffectthesetwo changesinstateand city law haveincreased
thenumber of vehiclesthat motor vehiclecontrol, thepolicedepartment,
andtheir tow contractorsmust manage. Inthecaseof thechangeincity
ordinance, theintended efficienciesintowing nuisancevehicleshave
fallenshort. Lack of planningand coordination betweenmotor vehicle
control, thepolicedepartment, and their respectivetow contractors, has
not hel pedtomakethelawsmoreeffective.

Intheevent nobidisreceivedfor anabandoned or unclaimedvehicle
publicauction, Section 15-13.10, ROH directsthebudget andfiscal
servicesdirector tooffer thevehicletothecity’ sdivisionof automotive
equipment servicesforitsuseor for salvage. Wenotethat athoughcity
ordinanceempowersthebudget director to sel| abandoned and
unclaimedvehicles, inpractice, motor vehiclecontrol isresponsiblefor
administeringpublicauctions. Presumably, theright-of-first-refusal is
offeredtoautomotiveequipment servicestoensurethat thecity reapsthe
maximumbenefit fromvehiclesittows, either by saleor directuse. We
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found, however, that motor vehiclecontrol s mply signsover thetitleof
unsoldvehiclestothetow contractor for saleor disposal, instead of
offeringthemtoautomotiveequipment servicesasdirected by city
ordinance.

Weinterviewedthecity’ sautomotiveequipment serviceschief to
determineif thedivisionisutilizingany abandoned or unclaimedvehicles
unsoldthrough publicauction. Thechief, whohasbeenwiththe
department for over six years, stated that automotiveequi pment services
hasnot been offered suchvehicles. Infact, thechief wasunawareof the
law until webrought ittohisattention, notingthat theprior chief was
probably unawareof thelaw, too. Regardless, thechief further indicated
that thedivisionwould beinterestedinthesevehicles. A motor vehicle
control administrator, who hasbeenwiththedepartment for over 20
years, al soreported that unsol d auctioned carshavenever been offered
toany city agency, includingautomotiveequipment services. Inthepast,
motor vehiclecontrol hasoffered derelict vehiclestothefiredepartment
foruseintrainingexercises.

By contract, all unsold abandoned and unclaimedvehiclesareturned
over tothetow contractor for disposal. Generally, thecontractor will
junk thevehicleandsell thescrapmetal. Insomeinstances, thetow
contractor will attempt tore-sell thevehicleor partsonitsowntorecoup
aportion of thestoragefees. Inother words, thetow contractorsare
realizing gainsontheresidual val ueof unsold abandoned and unclaimed
vehiclesinstead of theautomotiveequipment servicesdivisonas
intended by city lawmakers. Asaresult, thecity hasforegoneanuntold
number of vehicles, their usableparts, and potential cost savingsfor the
city’ smotor vehiclefleet, over thepast twenty or moreyears. Motor
vehiclecontrol and automotiveequipment servicesshould coordinateand
devel opaplantohaveautomotiveequipment servicesreview unsold
abandoned and unclaimed vehiclesasdirected by city ordinance.

Best practicesfrom other jurisdictionsoffer efficiency
alternatives

Jurisdi ctionsfromaround thecountry that admini ster abandoned and
derelict vehicleprogramshaveadopted practicesto maketheir programs
moreefficient, bothfor theagenciesinvol ved andthegeneral public. For
example, thestateof Michigan passed comprehensivel egidationthat
streamlined theremoval and processing of abandonedvehicles. Thelaw
firstrequiresthestateto maintainaweb sitethat providesinformation
and resourcesabout abandoned vehiclesfor thepublic’ suse. The
Michigan“ AutoLost & Found” web siteisadatabaseof abandoned
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vehiclesthat thepubliccan search by enteringthevehicleidentificationor
licenseplatenumber. Thesiteal so providesthecurrent statusof an
abandonedvehicleassoldat auctionor relegated to scrap or salvage.
Thelaw a soauthorized thepolicedepartment to designatean agent,
suchasatowingcompany, to handleany tagging, removal, processing,
andauctioning of abandonedvehicles, freeing officersfor other important
public-safety matters. Stateofficial sfoundthat thenew abandoned
vehiclelaw sped uptheprocessof gettingavehicleeither back intothe
owner’ shandsor out toauction.

Thestatesof Arizonaand Floridaal so maintainwebsitesthat arehel pful
at enhancingtheir respectiveabandoned vehicleprograms. InJuly 2006,
thestateof Arizonaunveiledanew internet servicethat enablesthe
publictosearchtheir databaseby alicenseplatenumber or VIN tofind
outimmediately if acar hasbeenreportedasstolen. Arizonaisonly the
second stateinthecountry, behind Florida, to offer thisinnovative
program. Arizona swebsiteisdesignedtoallow citizenstocheck
unfamiliar vehicles. Fromthewebsite, thesearchisinitiated by entering
thelicenseplateor VIN. If thevehiclehasbeenreported stolen, the
complainantisprovidedwithcontactinformationfor thepoliceagency
that hasjurisdiction. Whilethisprogramisaimed at reducing autothefts,
itcanbevery useful for abandonedvehiclesaswell. Individuals
reporting suspiciousvehiclesinther neighborhoodscandeterminethe
vehicle sstatusprior to contactingacity agency and, moreimportantly,
beimmediately directedtoanonlinecomplaintformor totheproper
sourcetofilethecomplaint.

Thestateof Indianaadoptedfederal |egidationtoimproveitsabandoned
vehicleprocessby disclosing certain personal informationcontainedin
motor vehiclerecordstoselectindividuas. In1996, thestateof Indiana
implementedthefederal Driver’ sPrivacy Protection Act of 1994 (18
U.S.C.2721) toprotect theprivacy interestsof individual sby prohibiting
thedisclosureand useof personal information containedinmotor vehicle
records, except asauthorized by anaffectedindividual or law. Through
thislaw, thestate’ sbureau of motor vehiclesmay disclosepersona
informationif thepersonrequestingtheinformation providesproof of
identity and representsthat theuseof thepersonal informationwill be
strictly limited. Oneof theauthorized criteriafor thelimiteddisclosureof
personal informationisinproviding noticetotheownersof towed or
impoundedvehicles. AccordingtotheHawai‘i TowingAssociation’s
president, thestateof | ndianausesthislawtoallow qualifiedtow
contractorstoaccessvehicleinformationonlineand authorizesthe
contractor tomail noticestoregisteredowners. Asnotedpreviously in
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Lack of
Coordination
Between Police
Department and
Motor Vehicle
Control Contributes
to Process
Inefficiencies

thisreport, oneof thecity’ schallengesintheabandoned vehicleprocess
istheinordinatetimeit takesfor motor vehiclecontrol tomail tow
noticestoregistered owners.

Web-based communicationisal soaneffectivetool for educatingthe
public. Wefoundamodel webpageonthecity’ sDepartment of
Environmental Serviceswebpage, “ Poll ution Sol ution Fact Sheet 3-
Motor Oil." Thisuser-friendly webpageprovidesuseful information,
tips, relevant laws, and agency contact numbers. Italsoinformsthe
publicthat all junk autosarerecycled; that thepubliccanarrangefor free
autojunking services, andliststhephonenumber toreport abandoned
vehicles

Incontrast, thecity’ smotor vehiclewebsiteallowsinquiry abouta
vehicle stitle, butlacksany detail edinformationabandoned and derelict
vehicleprocessing or accesstodataon vehiclestatus. Informationon
abandonedor derelict vehiclesisprovided onthecity’ s“Havea
Problemto Report," whichadvisespeopletoprovidethevehicle's
descriptionandlocation, and phonenumberstocall. Withanimproved
website, motor vehiclecontrol coul d better educatethe publicabout the
legal requirementsof theprocess, emphasi zetheimportanceof complete
andaccurateinformationto expeditetowing, provideaccesstovehicle
status such as Abandoned, Derelict, Investigation Underway, Towed
andasaresult, reducethevolumeof complaint callsmotor vehicle
control receivesduringtheweek. Additionally, thecity couldinformthe
publicof legal tow ratesandfees, and notify thepublicabout thecity’s
periodicvehicleauctionsof unclaimedabandonedvehicles.

AlthoughtheHonol ulu Police Department investigatesabandoned and
derelict vehicles, motor vehiclecontrol doesnot usethepolice
department’ sinvestigationdatato processabandoned and derelict
vehicles. Instead, motor vehiclecontrol beginstheprocessanew,
keepingthesevehiclesin placefor aslongasan additional week before
removal. Motor vehiclecontrol’ sduplicationof thepolicedepartment’ s
abandoned vehicleinvestigationscontributesto processinefficienciesand
wastescity timeand resources. Thislack of coordinationbetweenthe
policedepartment and motor vehiclecontrol must beresolvedif thecity
istobenefitfromthepolicedepartment’ svolunteer policing program.
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Policedepartment
investigations can add
nearly a week to the
towing process

Asnoted previoudy inthisreport, city ordinanceauthorizesthepolice
departmenttoinvestigateand citeabandoned vehicles. Inpractice, the
department conductsinvestigations, but forwardsdatafromits
Investigationstomotor vehiclecontrol for actual towing. Thepolice
department doesnot order towsof abandonedvehicles.

Inorder toassessthepolicedepartment’ simpact ontheabandoned
vehicleprocess, weanayzed astatistically valid, random sampl eof 96
abandoned vehicleinvestigationsconducted by the policedepartment
andtransmittedviafax tomotor vehiclecontrol for further investigation
between FY 2003-04to FY 2005-06. Usingthissample, wecal cul ated
thenumber of calendar daysfromthedatetheofficer firstinvestigated
thecomplaintby markingthevehicle' stires, until thedepartment notified
motor vehiclecontrol withresultsof itsinvestigation. Based onour
sample, wefoundthat it took anaverageof 6.6 calendar daysfromthe
timeanofficerinitiated aninvestigation, until theofficer notifiedmotor
vehiclecontrol. Thenumber of daysbetweeninvestigationand
notificationranged between 1 and 61 calendar days. Whilewemakeno
judgment astowhether 6.6 daysisadequateor appropriate, wenote
that policedepartment policiesand proceduresdo not specify atime
frameinwhichanabandoned vehicleinvestigation must beconducted or
whenmotor vehiclecontrol shouldbenotified.

Asaresult, thepublicor city officia swho contact thepolicedepartment
tofileanabandonedvehiclecomplaintarelikely toexperienceal onger
waittimebeforeatow ismade. Aswereported earlier inthisreport, we
foundthat motor vehiclecontrol towed abandoned vehicles, onaverage,
in23.4work days. Adding 6.6 calendar daysthat the policedepartment
took toinvestigateand report theabandoned vehi cletomotor vehicle
control, onaverageavehiclereportedtothepolicedepartmentislikely
toremainonacity streetforwell over amonthbeforeitistowed.

Althoughcomplaintstothepolicedepartment that resultinactual tows
may takelonger, policeofficer investigationsprovideneeded support to
motor vehiclecontrol. Whenapoliceofficer respondstoanabandoned
vehiclecomplaint, marksthecar, andthecarismoved by theowner, itis
onelessvehiclethat motor vehiclecontrol inspectorshavetoinvestigate.
M otor vehiclecontrol administratorsadvised usthat thepolice
department’ sassistanceisneeded andismoreof ahelpthana
hindrance.
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Motor vehicle control’s
duplicationof police
investigations
contributes to process
inefficiencies

Theprimary reasonthat abandoned vehicleinvestigationsinitiated by a
policeofficertakeslonger isduetothemotor vehiclecontrol’ spractice
of requiringitsinspectorstorepeat theabandoned vehi cleinvestigation
processanddisregardall policeinvestigationdata. Motor vehicle
control citedlegal concernsasthereasonfor duplicatingthe
Investigationsal ready completed. However, motor vehicle spractice
may beunnecessary. Weal sofound that motor vehiclecontrol could not
rely onsometimesillegibleandinconsi stent reporting by policeofficers.

Motor vehiclecontrol reinvestigatesall policecomplaints

Accordingtoamotor vehiclecontrol administrator, theagency doesnot
immediately dispatchatow wagon upon policenatificationthat an
abandoned vehiclehasbeeninvestigated andcited. Rather, motor
vehiclecontrol’ spolicy istodispatchaninspector toinitiateacomplete
abandonedvehi cleinvestigati on processfromthebeginning (seeExhibit
1.3). Thisduplicationof effort hasbeen ongoing sinceabandoned
vehicleinvestigation dutieswereseparated fromthepolicedepartmentin
1979. Motor vehiclecontrol doesnot usethepolicedepartment’s
investigationor dataasevidencetoinitiateatow. Theseduplicate
investigationsareapparent on abandoned vehicles, which havetwo sets
of markings—oneset by thepoliceofficer and another set by themotor
vehiclecontrol inspector asshowninExhibit 2.5.
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Exhibit 2.5

Photo of Duplicate Tire Markings

This abandoned vehicle parked on Makiki Street in Honolulu has two sets of yellow crayon markings. The
photo on the left shows that the police department investigated and marked this vehicle's front, left tire on
1/25/07. The photo on the right reveals similar markings made to the vehicle' s left rear tire on 1/30/07 by

motor vehicle control.

Source: Office of the City Auditor

M otor vehiclecontrol’ stime-consuming practicemay be
unnecessary

A motor vehicleadministrator expl ained that motor vehiclecontrol
reinvestigatespolicedepartment casesbecauseit, and not thepolice
department, isultimately responsiblefor towing abandoned vehicles.
Theadministrator further notedthat by having motor vehicleinspectors
conduct and document investigations, they cangoto court anddefend
contested cases, thusfreeing officersfromhavingtoappear incourt.
Thissameadministrator acknowledgedthat inspectorsrarely appear in
court for contested tows, averaging oneappearanceper month. The
Inspectorswespokewithal so confirmed that court appearancesare
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rare, ranging fromoneto two appearancesper month between FY 2003-
04 and FY 2005-06.

Wediscussedthispracticewiththecity’ scorporation counsel assigned
tomotor vehiclecontrol todeterminethelegal basisof motor vehicle
control’ spracticeof reinvestigati ng abandoned vehiclecomplaints
submitted by thepolicedepartment. Corporationcounsel confirmedthat
thereisnolegal reasonfor thepractice. Counsel acknowledgedthat the
practiceof compl etely reinvestigati ng thepolicedepartment’ sabandoned
vehicleinvestigationappearsduplicativeand couldberesolved. The
only problemthat might occur isif policeofficershavepublicsafety
prioritiestoaddress, whichmight becompromisedif they arecalledfor
numerouscourt appearancesfor abandoned vehiclecomplaints. Motor
vehiclecontrol indicated that they havenot met with corporation counsel
or thepolicedepartment to determinetheneed and val ueof thistime-
consumingpractice.

Incomplete, illegiblecomplaint reportssubmitted by police
officerstaketimetoresearch

Inadditiontolegal concerns, amotor vehiclecontrol administrator we
spokewithal sostated that someabandoned vehiclenotificationforms
submitted by thepolicedepartment areincompleteand, becausethe
formsarefaxed, aresometimesillegible. Wereviewed asampleof
abandonedvehiclenatificationforms, HPD Form 220, between

FY 2003-04 and FY 2005-06 and foundinstanceswhereformsfilled out
manually by policeofficerswereincompleteor difficulttodecipher. One
of theform’ sdatarequirementsistitled, “ TiresMarked.” Wefoundthat
officersansweredthisquery inconsistently. Inoneinstance, theofficer
notedthelocation of themark and submitted aresponse, “right front."
Another officerinterpretedthequery differently andwroteinthe
response, “yes,” presumably toaffirmthat thetirewasmarked. Most
officersinterpreted thequery to meanthedatethetiresweremarked and
wroteinthedate. Inanother instance, wefoundthat an officer submitted
anunofficial formthat heor sheapparently created. Wealsofound
severa instanceswherethepoliceofficer didnot clearly write, or
omitted, thedateand timethevehiclewasfirst marked, or thedateand
timethevehiclewasrechecked. Incompleteandillegibleinvestigation
reportsmakeit difficultfor motor vehiclecontrol inspectorstoverify the
data

Giventheinfrequent needfor inspectorsto attend contested court cases,
thepotentially unnecessary practi ceof disregarding policeabandoned
vehiclereports, andthereinvestigation of complaints, it appearsthis
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Lack of coordination
between motor vehicle
controland the police
departmentallows
inefficienciestocontinue

practicewarrantsformal reviewintheinterestsof removingthese
vehiclesasmuchasoneweek sooner. Whilewefoundillegibleand
incompl etepolicedepartment investigationreportscan beproblematic
for motor vehiclecontrol, they arenotinsurmountabl eand thetwo
agenciescanresolvetheseconcerns. Inour view, thepotential
efficienciesgained by usingthepoliceinvestigationdataasabasisfor a
tow appear to outwei ghthereasonsand concernscited by theagency’ s
administrator. If motor vehiclecontrol collaboratedwiththepolice
department, officers’ timespent onabandonedvehicleinvestigations
would not bewasted, and thesehazardousvehiclescould beremoved
fromcommunitiesassoonaspossible.

Motor vehiclecontrol andthepolicedepartment areclosely linked by
their ordinance-mandated responsibilitiesand work processestoremove
abandoned and derelict vehiclesfrom publicplaces. Bothagencies
Investigateabandoned vehiclesand motor vehiclecontrol providesthe
following servicestothepolicedepartment: motor vehiclecontrol clerks
notify vehicleownerswhosecarsaretowed by policedepartment tow
contractors, and motor vehiclecontrol inspectorsconduct public
auctionsof unclaimedvehiclesremoved by policedepartment tow
contractors. Despitetheir corresponding responsibilitiesand support
services, thereisasurprising disassoci ation betweenthetwo agencies.
Motor vehiclecontrol andthepolicedepartment donot routinely
communi catewitheach other to expeditevehi cletowsor resolve
problems. Of particular concernisthespecificexclusionof thepolice
department anditsabandonedvehicleroleandrespons bilitiesfromthe
proposed motor vehiclecontrol technol ogy upgradeand automation
project. Moreover, thepolicedepartment’ svolunteer policing program
thatwill deploy citizenvolunteersto patrol for abandoned vehicleshas
not been coordinated with motor vehiclecontrol, thelead agency for the
city’ sabandoned andderelict vehicleprogram.

Motor vehiclecontrol and thepolicedepartment lack effective
communication

Weasked amotor vehiclecontrol administrator todescribetheir
communicationand coordinationwiththepolicedepartment. The
administrator stated that theagenciesdonot formally meet, but doso
only asneeded. Usually, thepolicedepartment will contact motor
vehiclecontrol forinformation. Thepolicedepartment’ strafficdivision
administrator al so confirmedthat thetwo agenciesdonot meetregularly.
Despiteproblemsand concernstheagency raisedwithpolice
department reports, themotor vehiclecontrol administrator wasunsure
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what motor vehiclecontrol wouldgainby meetingonaperiodicbasis.
Weagreethat meeting for thesakeof meetingisawasteof valuabletime
andresources. However, weidentified several longstandingand costly
inefficienciesthat couldberesolvedwithsimplecoordinationand
communication.

By themotor vehiclecontrol administrator’ sownacknowledgement, the
agency doesnot usedataprovided by thepoliceofficersinvestigating
abandoned vehiclesandreinvestigatespolicecomplaints, apractice
dating back t0 1979. Somemotor vehiclecontrol inspectorswespoke
withidentified communicationand coordination problemswiththepolice
department, but motor vehiclecontrol administrationhasnot resolved
their concerns.

Oneof theeffectsthat thelack of communicationand coordinationhas
createdisshiftingtheresponsibilitiesbetweenthetwoagenciesin
enforcing Ordinance06- 13, 2006, whichauthorizesthecustomer
servicesand policedepartmentstotow vehicleswithexpired or no
vehicleregistrationemblem, novalid safety inspectionsticker, or novalid
licenseplates. Inadditiontothepolicedepartment’ sinconsistent
enforcement of Ordinance06-13, wefoundthat somepoliceofficers
havereferredthosevehiclestomotor vehiclecontrol for towingrather
thancallingtheir owntow contractorstoremoveandstorethese
vehicles. Aninspector wespokewith questionedthispracticebecauseif
thepolicedepartment refersacomplaint to motor vehiclecontrol under
Ordinance06-13, motor vehiclecontrol will citethevehicleand contact
thepolicetow contractor toremoveit, eventhoughthepoliceofficer
could havecontacted thesametow contractor immediately toinitiatethe
tow. Althoughthisincreasesmotor vehiclecontrol’ sworkload, the
ordinanceneverthel essauthori zesthat agency totow qualifyingvehicles.
Theordinancerequirementsnotwithstanding, thepolicedepartment’ s
practicesmay beshifting adisproportionatenumber of vehicle
Investigationstomotor vehiclecontrol. Duringour fieldwork, however,
wefoundthat motor vehiclecontrol andthepolicedepartment havenot
formally mettoaddressthisissue.

Proposed technology upgradelackspolicedepartment linkage

Thedisconnect between motor vehiclecontrol andthepolicedepartment
isfurther evidenced by motor vehiclecontrol’ stechnol ogy upgradeand
automation project’ somissionof any linkagetothepolicedepartment.
Theinformationtechnol ogy department’ sproject manager explainedthat
theproject’ sobjectivesareinternal tomotor vehiclecontrol’s
operations, and do not addresslinkagesfrom outsidetheagency. In
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fact, motor vehiclecontrol’ sproject charter withtheinformation

technol ogy department specifically excludescons derationof police
department systemsand needs. For exampl e, creatingan el ectronic
versionof HPD Form 220 (abandoned vehiclesreports) couldbe
designedto obtainconsi stent responsesand beel ectronically transmitted
tomotor vehiclecontrol, thereby eliminating thecurrent practiceof
handwrittenreportsthat aremanually faxedto motor vehiclecontral.
Whilewerecogni zetheneed toimplement technol ogy upgradesand
automationinitiativesinphases, thisisanexcellent opportunity toresolve
coordination problemsand expediteabandoned vehicleremoval. We
urgemotor vehiclecontrol toconsider policedepartment linkagesinthe
next phase, whichwoul dincludeallowing policeofficerstosubmit

€l ectroni cabandoned vehiclereportsinamanner compatiblewiththeir
new system.

Upcomingvolunteer policingprogramrequir escoor dinationto
achieve efficiencies

Asnoted previously, thepolicedepartment receivedfinal approval in
October 2006tofill four newly created positionstoimplement the
volunteer policing program, whichwascreated by Ordinance03-04,in
2003. Thevolunteersrecruited under thisprogramwill betrainedand
authorizedtoissuecitationson publicand private property to persons
violating certaincity and statelawsrel ating to abandoned and derelict
vehicles. Sincemotor vehiclecontrol inspectors assignedgeographic
areacorrespondswith policedepartment beats, thevolunteerscould be
deployedtoareaswiththegreatest need. Until then, thenew programis
likely toaddyet another |ayer totheabandoned and derelict vehicle
process, whichthepolicedepartment and motor vehiclecontrol haveyet
toaddress.

Thevolunteer policing programwill sendadditiona “ eyesandears’ into
thecommunity and hasthepotential topositively impact theabandoned
andderelict vehicleprocess. Weareconcerned, however, based onthe
lack of communi cationand coordinati on between motor vehiclecontrol
andthepolicedepartment on abandoned vehicles, that thevol unteer
policing programeffortsmay bewasted andfurther complicatethe
process. Weurgeboth agenciesto properly coordinateand planfor the
useof volunteer policeofficerstoensuremaximumbenefitand utilization.
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City’s Contracts to
Tow Abandoned and
Derelict Vehicles are
Generally Adequate,
But the Lack of
Enforcement
Renders Them
Ineffective

Thecity’s contractterms
aregenerally acceptable,
but lapses in monitoring
render them ineffective

Thecity generally adheredto contracting best practicesinitsabandoned
andderelict vehiclecontracts, but lapsesinmonitoring, evaluation,and
enforcement adversely impactedtheir effectiveness. Wefoundthat the
city’ sabandoned and derelict vehiclecontractor did notfully adhereto
contract terms, an outcomethat occurred primarily becausemotor
vehiclecontrol didnot properly enforcekey contract provisions. Certain
elementslackinginthecity’ sabandonedvehiclecontract warrant
consderation.

Wefoundthat thecity’ scontractsfor towing abandonedvehicles
generally comply with contracting best practices, except for twocritical
components. Contracting best practicesrecommendthat anagency
devel op performancerequirementsthat will hold vendorsaccountablefor
delivery of quality service. Best practicesal soincludecontract
monitoringtoensurethat contractorscomply with contract terms,
performanceexpectationsareachieved, andany problemsareidentified
andresolved. Infact, thecity’ sabandoned vehiclecontractincluded
adequatemonitoringandreview provisions. However, motor vehicle
control’ sfailuretoadheretothesebest practicesresultedinan
ineffectivecontract.

Motor vehiclecontrol did not actively monitor itscontracts

After contract completiontheagency shouldeval uatethecontractor’ s
performanceonthecontract against aset of pre-established, standard
criteriaandretainthisrecord of contract performancefor future
reference. Accordingtoamotor vehiclecontrol administrator, thelast
timeaninspectionwasconducted onitstow contractor wasin 2005.
However, therewasnodocumentedinspectionor evaluationonfile.
Theonly inspectionwefoundinthecontract filewasoneconductedin
November 2001, prior to executingthecurrent contract.

Theabandoned vehiclecontract covered aninitia termfromFebruary
2003 to January 2005. Motor vehiclecontrol administratorsreported
that thecontract wasextended for an additional twelvemonths, for the
period of February 2005to January 2006, and then subject tomonthly
extensionsthereafter. However, during our fiel dwork wewereunableto
examinethemonth-to-month contract extens onsreportedtousbecause
copieswerenot onfilewithMotor V ehicleControl Section, nor the
Customer ServicesDepartment. Instead, thedepartment referred usto
Department of Budget and Fiscal Servicesstaff for official copiesof the
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contract extensions, but wedid not recel vearesponseto our multiple
requestsfor copiesof contract extensions. Motor vehiclecontrol had
severa opportunitiestoeval uatethecontractor andtakecorrective
actionbeforethecontract wasextended. Evenif thecontractor wasthe
only qualifiedvendor at thetime, itsperformanceshould havebeen
documentedfor useinfuturebidevaluations. Aswediscusslaterinthis
report, thecontractor did not fully comply with contract requirements,
whichcompromisedthecity’ sability tomeetitsresponsibilitiestotow
abandoned vehiclesinatimely manner andkeepcity streetssafefor the
public. Thelack of contract monitoringplayedasignificantroleinthe
contractor’ snon-compliance.

Motor vehiclecontrol did not consistently evaluateitscontractors
for compliance

Whiletheabandoned vehiclecontract clearly statestheservices
expected of thetow contractor, clearly definesperformancestandards,
andincludesboth positiveand negativeperformanceincentivesas
suggested best practices, motor vehiclecontrol’ scontract filedid not
identify specific, qualified staff respong bilitiesfor monitoringvendor
performanceinmeetingtheestablished standards. Wefoundthat motor
vehiclecontrol’ sunderstanding of itsresponsibility toeva uatecontractor
performancetobeunclear.

Thepositiondescriptionfor thesupervisingmotor vehiclecontrol
inspector statesthat theincumbent i nterpretsand recommendschanges
tolaw, policies, contracts, rules, andregulations, andinterpretsthecity’ s
tow contractorsfor abandoned and derelict vehicles. Inpractice, motor
vehiclecontrol inspectorsareresponsibleforinvestigatingand notifying
thesupervisingmotor vehiclecontrol inspector of any problemsor
contract complianceissues. However, aninspector wespokewith
stated that hehasnever seenacopy of theabandoned vehiclecontract,
soitwouldbedifficulttoinvestigateand eval uatethecontractor. The
supervising motor vehiclecontrol inspector, whoisultimately responsible
for thecontract and contractor compliance, confirmedthat inspectorsdo
not haveindividual copiesof thecontract, but acopy isavailableat the
inspectors’ work site. Wenotethat during our sitevisit, therewasno
copy of theabandoned vehiclecontract termsavail abl eat theinspector’ s
office. Aninspector advised usthat asinglecopy isavailable, but
another inspector may havebeenusingit at thetimeof our visit.

Motor vehiclecontrol administratorshaveoverall responsibility for
properly managingthecity’ sabandoned and derelict vehicleprogram
andensuringthat itsstaff aretrained and knowledgeableof their job
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Contractor did not fully
adhereto contract terms

respons bilities. Wefoundthat motor vehiclecontrol administrationhas
noformal, written proceduresgoverningitsabandoned and derelict
vehicleresponsibilitiestoguideitsstaff. Additionaly, aneffective
evaluationrequiresstaff that possessesadequateskillsandtrainingto
properly overseethecontractor’ sperformance. Becausemotor vehicle
control del egatedtheeval uationtoinspectorswithout ensuring copiesof
thecontract termsand performancestandardsor proper training, motor
vehiclecontrol administrationhasnot fulfilleditsresponsbilities. Asa
result, motor vehiclecontrol did not properly managetheabandoned
vehiclecontract, allowedthecontractor tomissthemark incomplying
with certaincontract requirements, and moreimportantly, did not take
any correctiveaction.

Thefailuretoproperly monitor and eval uatethecontractor’ scompliance
resultedinthetow contractor not fully adheringto contract termsand
performancestandards. Wefoundthat thetow contractor did not tow
abandonedvehi cleswithinspecifiedtimelimitsor withindesignated hours
of theday. Thetow contractor alsofailedto consistently post for the
public,itsafter-hourscontact information or towing feesestablished by
law. Vehiclesonthetow contractor’ slot werenot properly secured.
Asaresult, motor vehiclecontrol allowedthetow contractor toforego
many of itsresponsibilitiestothecity and public.

Contractor did not alwaystow abandoned vehicleswithin specified
timelimits

Accordingtotheabandonedvehiclecontract, thetow contractor is
requiredtoremoveanabandonedvehiclefromacity streetwithin72
hours, or threedays, fromnotification by motor vehiclecontrol. Inour
test of 96 abandoned vehi clereports, wefoundthat thecontractor
towed abandoned vehi cleswithinthethree-day timeframeonly 33times,
or 34 percent of thetime. Inthe63instanceswherethecontractor did
not tow anabandoned vehi clewithinthreedays, theaveragel ength of
timewas24.4work days, or over eight timestheallowabletimeframe.
M otor vehi clecontrol admini stratorsandinspectorsacknowl edgethat
thetow contractor did not fully comply withvehicletow timeframes, but
very littlewasdoneto penalizeor correct thetow contractor.

Contractor did not adheretooper atinghour sfor towing
abandoned and der elict vehicles

Thecity’ sabandoned vehiclecontract statesthat all tow trucksand
qualifieddriversshall beassignedand madeavail ablefor duty atall
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times, twenty-four hoursaday, sevendaysaweek, including state
holidays. Thetow contractor’ svicepresident, however, advised usthat
towtruck driverswill only tow abandoned vehiclesMonday through
Saturday, between 8:00 a.m. and 4:00 p.m. Our samplereview of 96
abandoned vehiclereportsgenerated between FY 2003-04 to FY 2005-
06 confirmedthetow contractor’ soperating hours, and showedthat
only 13 of 96 abandoned vehicles, or 14 percent, weretowed ona
Saturday; noneof the 96 abandoned vehi clesweretowed after 4:00
p.m.; and noneof the 96 abandoned vehi clesweretowed onaSunday.
Whenwebrought thistotheattention of amotor vehiclecontrol
administrator, theadministrator wasunawareof thetow contractor’ s
non-complianceandfurther explainedthat motor vehiclecontrol does
not havetheresourcesto monitor thedatesand timesof pick ups.

Accordingtothederelict vehiclecontract, thetow contractor is
supposedtotow derelict vehiclesMonday through Friday duringnormal
workinghoursof 8:00a.m. to3:00p.m., excludingcity holidays. The
contractor may performwork betweenthehoursof 3:00p.m.t08:00
am.,oncity holidays, or weekends, with prior approval frommotor
vehiclecontrol. Thereasonfortherestrictionistolimitnoiseduring
evening hourssincederdlict vehi clessometimesrequirespecia
equipment and may takelonger totow. Inour review of asampleof 96
derelict vehiclestowed between FY 2003-04 and FY 2005-06, wefound
that thetow contractor towed 25 derelict vehicles, or 26 percent of our
sample, onaweekendor holiday. Again, themotor vehiclecontrol
administrator wasunawareof thispracticeuntil webroughtittothe
agency’ sattention.

Themotor vehiclecontrol administrator | ater explainedthat althoughthe
contractsspecify atimefor vehiclepick ups, theagency doesnot
normally abideby thoserestrictionsinorder tofacilitate speedy and
adequateremoval. Thesetimelimitationsmay, infact, beremovedfrom
futurecontracts. Whilewecommendmotor vehiclecontrol for
expeditingtows, particularly derelict vehicles, they neverthelessviolate
contractterms. If motor vehiclecontrol adequately monitoredits
contract andthecontractor’ scompliance, it would havebeen awarethat
abandoned vehi cleswerenot beingtowed around-the-clock asrequired
andtakencorrectiveaction. Asaresult, vehiclesremainedoncity
streetslonger and posed acontinuoushazardtothecommunity.
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Contractor failed toconsistently post after -hour scontact
infor mation or feesfor thepublic

Theabandoned vehiclecontract requiresthecontractor maintain
operating hoursof Monday through Friday, 6:00a.m.to6:00p.m.,
excludingstateholidays, toreceivecallsfrom customer servicesandto
rel easevehi clesbeing claimedby their owners. Duringnon-business
hours, thecontractor isrequired to post and display inaconspicuous
placeof each storagel ot area, anoticeindicatingthename, address, and
telephonenumber of thepersonto contact on Saturdays, Sundays, state
holidays, and other daysbetween 6:00 p.m. and 6:00a.m. Upon
inspection of thetow contractor’ slot, wefound nosuch posting. Rather,
thetow contractor hasanempl oyeeliving onthepremisestorespondto
inquiriesor contact company staff asnecessary. However, duringour
sitevisits, wefoundnosigntoindicatethisperson’ sname, telephone
number, or locationonthepremises. Whenweadvised amotor vehicle
control administrator of thisnon-complianceissue, theadministrator was
not awarethat therewasno signage, but gaveustheafter-hoursnumber
onfilethat motor vehiclecontrol woul d giveaclaimant who contacted
that officefor information. Wenotethat thetel ephonenumber onfile
with motor vehiclecontrol isnot thenumber that thetow contractor gave
usastheafter-hourscontact number. If thelive-instaff personleaves
thelot between 6:00 p.m. and 6:00 a.m. theremay betimeswhena
vehicleowner travel stothetow contractor’ slot after hoursonly tofind
nostaff persononduty, nor contactinformationavailable. Because
storagefeescontinueto accrueeach day thevehicleisleftonthelot,
claimantsshoul d beabl eto speak with atow contractor’ srepresentative
anytime, asprovidedinthecity’ scontract. Moreover, weal sonotethat
noneof thecontactinformation, applicablefees, or operating hoursare
disclosedonthecity’ swebsite.

Contractor did not post rateschedulefor vehicleclaimants

Theabandoned vehiclecontract requiresthecontractor to post therate
scheduleandthemethod of payment for tow servicesinaconspi cuous
placeat each storagelot area. Thisrequirementisimportantto
consumersso that they can beassured that thefee charged by thetow
contractor isfair, consistent, and allowableby law. Wefoundnosuch
posting onthetow contractor’ spremises. Thetow contractor’ svice
president explainedthat thereusedto beaprinted signtapedtothe
dispatchwindow, but becausepeoplekept removingthesign, the
company stopped postingtheinformation. Wewerepuzzled by this
response. First, thetow contractor had theoption of postingthe
informationonmorepermanent material other than paper. Second,
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becausethedispatchwindow ismadeof clear material, tow contractor
staff could post thesignontheinsi deof thewindow, makingitboth
conspicuousand nearly impossi bletoremovefromtheoutside. While
wefound no evidencethat thetow contractor wasover-chargingvehicle
claimants, thefact that thetow contractor failed todisclosesuch
informationdidnot assurethepublicthat they werebeingchargedfairly
andinaccordancewiththelaw. Themotor vehiclecontrol administrator
wespoketo about thismatter stated that asign wasposted whenthe
agency conducted aninspectionin2005. However, asnoted previousy
inthisreport, noinspectiondocumentationwasavailable.

Thecity hasanobligationtothepublicthat thetow contractor posts
fees, hours, and contact information. Motor vehiclecontrol didnot have
any record of publiccomplaints. However, havingone' scar deemed
“abandoned” andtowed could poseaburdenonvehicleowners. Asa
servicetothepublic, motor vehiclecontrol shouldalsopost onits
website, operating hours, applicablefees, and tow contractor contact
information.

Contractor did not secur eabandoned vehiclesasrequired

Asdirected, thecontractor isrequiredto providethenecessary
safeguardsto prevent thelossof, damageto, or theft of any stored
vehicleandall contentsuntil suchtimethatitisclaimedbyitsowneroris
otherwisedisposed of inaccordancewiththelaw. Inaneffort tocomply
withthisdirective, theabandonedvehiclecontract requiresthe
contractor closeandlock all vehiclewindowsand doors, except when
they arebroken orimpossibleto closeandlock. Our inspectionfound
that thecity’ sabandoned vehicletow contractor did not comply withthis
security directive. Thetow contractor’ svicepresident statedthat the
company had experiencesinthepast wherethevehicleowner became
upset that someonewentintotheir car. Inother instances, owners
claimedthat they had valuablesinthecar andfiledaclamwiththe
company. Assuch, tow contractor staff do not tamper withthevehicle,
includinglocking doorsandwindowsasrequired by contract.

Thecontract al sorequiresthecontractor tomakeaninventory of the
contentsof thevehicle,including personal property inunlocked storage
compartments, and any exi stingdamagetothevehicle. However, the
tow contractor compliesonly partialy becausestaff will noteonly items
inplainsight, asviewedfromtheoutside, sincethecompany’ spolicy
prohibitsstaff fromentering vehicles. Althoughthecontractor, notthe
city, isresponsiblefor any theft or damageto abandoned vehi clestowed
ontothecontractor’ slot, fromthepublic’ sperspective, thecity cannot
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Motor vehicle control
failed to enforce key
contract provisions

assurethat property it sel zesiskept safeand secureuntil thevehicle' s
owner hashad achancetorecover that property.

Thetow contractor’ snon-compliancewith contract requirements
compromised theabandoned vehicleprocess. Throughthecontract
termsand conditions, thecity and thetow contractor formally agreedto
aset of requirementsand expectationsto assurean efficient systemof
removing, processing, and disposing of abandoned vehicles, andto
protect thepublic’ sinterests. Thetow contractor doesnot have
authority to pick and choosewhich contract requirementstofollow and
whichonestoignore. Ultimately, however, motor vehiclecontrol is
respons blefor ensuring that itsabandoned vehi cletow contractor
complieswith contract requirementsand takescorrectivemeasureswhen
warranted. |f theagency determinessomeof thecontract requirements
may beonerousor out of stepwith actual needs, theagencyis

respons blefor negotiating needed changeswiththecontractor during
contract extensionsor beforethenext contractisadvertisedfor bids.

Thecity’ sabandoned vehiclecontract containsaliquidated damages
provisiondesigned asadisincentivetothecontractor for contract non-
complianceandrecognizesthat thecity’ sinterestisdamagedwhena
contractor failstocomply. Specifically, thecontract assessesthe
contractor damagesintheamount of $100for eachinfractionof contract
non-compliance. Wefound, however, that between FY 2003-04 and
FY 2005-06, motor vehiclecontrol assessed liquidated damagesagai nst
itsabandoned vehicletow contractor only twiceandfailedtoenforce
towingfeeforfeitureprovisions.

Motor vehicle control hasassessed liquidated damagesfor
contract violationsonly twice between July 1, 2003 and June 30,
2006

Wereviewed motor vehiclecontrol’ sliquidated damagesl ogsfor

FY 2003-04to FY 2005-06, and foundthat li qui dated damage
assessmentswereonly assessed agai nst theabandoned vehicletow
contractor twiceduringthat three-year period, with both assessments
madeinFY 2004-05. Aswehavenoted throughout thisreport, there
werenumerousinstanceswherethecity’ sabandoned vehi clecontractor
failedtocomply with contract requirementsand subject toliquidated
damages.
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A motor vehiclecontrol administrator commentedthat inthepast, the
agency hasnot actively sought damagesfor contract non-compliance,
but that changedinlate2006. Thereasonthat damageswerenot
routinely assessed wasbecauseof “ give-and-take” between motor
vehiclecontrol andthetow contractor. For example, thetow contractor
isonly obligatedtotow vehiclesweighing lessthan 10,0001 bs. gross
vehicleweight. However, theabandoned vehi cletow contractor has
towedvehiclesexceeding 10,0001bs. grossvehicleweightasa
“courtesy.” Fromtheagency’ sperspective, thetow contractor wasnot
obligatedtotow overweight vehiclesandif it declined, largevehicles
wouldlikely remainoncity streetsuntil another tow contractor couldbe
secured. Inreturn, motor vehiclecontrol wasmorelenientinenforcing
contract requirementsand assessing liquidated damages. Thetow
contractor acknowledged towing vehiclesexceeding 10,0001bs. gross
vehicleweightfor thecity asacourtesy, but deniedthat therewasany
formal agreementwithmotor vehiclecontrol totow overweight vehicles
inexchangefor avoidingliquidated damages. Thetow contractor could
not providethenumber of overwei ght vehi clestowed, but notedthat the
number wasvery small. During our observation of thetow contractor’s
lot, weobserved onemini-busthat had agrossvehicleweight of 10,700
Ibs. A motor vehiclecontrol inspector wespokewith commented that
heusedtowriteupthetow contractor for latetows, but management
never penalizedthetow contractor. Sincethecontract wasnot being
enforced, hestopped citing thetow contractor.

Motor vehiclecontrol did not enfor cetowingfeeforfeiture

Inadditiontoliquidated damages, theabandoned vehiclecontract al so
containsafeeforfeitureprovision. Theprovisionstatesthatintheevent
thecontractor fail storemovean abandoned vehiclewithinthetime
specified, thecontractor shall forfeit thetowingfeespaid by thecity to
thecontractor. Aswenoted previously inthisreport, our sample
analysisshowedthat thetow contractor towed abandoned vehicles
withinthreedaysfrom notificationonly 34 percent of thetimebetween
FY 2003-04 to FY 2005-06. However, amotor vehiclecontrol
administrator acknowledged that theagency hasnever enforcedthefee
forfeitureprovisi onbecauseliquidated damageswere* punitiveenough.”
Thisstaterent might havebeen plausibleif motor vehiclecontrol had
actua ly assessed liquidated damages.

Based onour samplereview of 96 abandoned vehiclereportsbetween
FY 2003-04 and FY 2005-06, weestimatethat thecity waseligiblefor,
and shouldhavecollected, at | east $16,428inliquidated damagesand
feeforfeituresfromitsabandoned vehiclecontractor. Exhibit2.6
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identifiestheinfractionsandeligiblecharges. However, motor vehicle
control assessed liquidated damagesonly twiceduringthat timeperiod.

Accordingtomotor vehiclecontrol records, thecity towed 3,876
abandoned vehiclesin FY 2003-04 to FY 2005-06. Based onour
statistically valid sampl eof 96 abandoned vehiclereports, thetow
contractor towed anabandoned vehiclewithin 72 hoursonly 34 percent
of thetime. If weproject our samplestatisticstotheabandonedvehicles
towed between FY 2003-04 to FY 2005-06, we estimate that the
contractor towed 1,318 abandoned vehicleswithin 72 hours, andfailed
tomeet that standardin 2,558 tows. If the contractor wasassessed a
feeforfeitureof the$156tow rateand the$100 i quidated damagesfee
assessedfor eachlatetow, weestimatethat thecity failedto collect
$654,748inforfeituresandfeesfor FY 2003-04 and FY 2005-06. The
intent of liqui dated damagesisto ensurethat thetow contractor removes
abandonedvehiclespromptly, rather than generaterevenuefor thecity.
M otor vehiclecontrol wasawarethat the contactor did not alwayspick
upabandonedvehiclesinatimely manner. However, had motor vehicle
control evaluateditsrecords, they would havebeenabletodetermine
theextent towhichthetow contractor failedto comply with contract
requirementsand could havetaken correctiveactiontoensurethat
abandoned vehi cleswerecons stently towedwithinthe72 hour
notificationperiod.
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Exhibit 2.6
Estimated Liquidated Damages and Fee Forfeiture Collectible
Sample of Abandoned Vehicle Contract Violations, FY2003-04 to FY2005-06

Damage
Amount
No. of per Total Eligible
Contract Provision Violations Violation Damages

Failure to remove an abandoned vehicle (AV) within 72
hours 63 $100 $6,300
Towing fee forfeiture for failing to remove an AV within
72 hours 63 $156" $9,828
Sub-contracting of work® 1 $100 $100
Failure to post contact information during off-peak
hours® 1 $100 $100
Failure to post rate schedule and method of payment
in a conspicuous place’ 1 $100 $100
All tow trucks and drivers shall be available for duty 24
hours per day, seven days per week” Unknown $100 Undeterminable
Tow trucks used in the performance of the contract
shall be owned or leased by the contractor® Unknown $100 Undeterminable
The contractor shall close and lock all vehicle windows
and doors, whenever possible3 Unknown $100 Undeterminable

Total $16,428

1 We used the $156 tow rate (lowest charge) since we were unable to determine the rate actually charged.

2 We assume that once liquidated damages are assessed for the violation that the contractor will comply with
contract provisions.

3 We cannot determine how many vehicles were unlocked when it arrived on the lot.

Source: Office of the City Auditor

Bothliquidated damagesandfeeforfeitureprovisionswereputintothe
contracttoprovidethecity withaneffective* hammer” toensure
contractor compliancewithcontractterms. They arenot meanttoraise
revenues. However, motor vehiclecontrol’ slax contract monitoringand
enforcement renderedtheseprovisionsineffective. Asaresult, the
contractor hadlittleincentivetocomply and, aswehavenotedinthis
report, infact failedtocomply inmany instances. Had motor vehicle
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control worked moreclosely withthecontractor and properly enforced
theseprovisions, ahigher percentageof abandoned vehiclesmight have
beenremovedfromcity streetswithinthecontract’ sestablished

timeframe,
Abandoned vehicle Thecurrent abandoned vehiclecontract hasadequate, but minimal
contractcouldbe languageto cover hazardouswastedisposal. Thecontract requiresthe
improved with stronger contractor tomaintainavalid permitissued by thestate’ sDepartment of

hazardous waste

. . Health, Environmental Management Division Solidand Hazardous
disposal provisions

WasteBranchand comply with contract |languagethat states, “ The
Contractor will observe, perform, andcomply withall laws, statutes,
ordinances, rulesandregul ationsof the Federal Government, Stateof
Hawai‘i, City and County of Honol ulu, or any department or agency of
theabove... TheContractor shall handleand disposeof all vehiclesin
accordancewithall applicablestatutes, ordinances, rulesandregul ations
and any amendmentstheretowhichmay beenacted hereafter...” We
notethat theterm* hazardouswaste” isnotincludedinthecontract

language.

Wefoundthat inadditiontothehazardousmateria scontainedin motor
vehicles(i.e. gasoline, motor oil, battery acid, etc.), many of the
abandoned and derdlict vehicleshaveconta nersand boxescontaining
other hazardouswastesuch aspaint, extracar batteries, refrigerators,
etc. Thetow contractor isresponsibleto disposeof theseitems, too.
Exhibit 2.7 isaphoto of an abandoned truck towed onto thetow
contractor’ slot containingarefrigerator, whichmay havefreonor other
hazardsstoredinside.
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Exhibit 2.7
Photo of Derelict Vehicle with Refrigerator

This abandoned vehicle was towed onto the tow contractor’s lot with a
refrigerator in the back. The tow contractor is responsible for disposing of any
chemicals associated with the refrigerator and any other waste that might be
inside.

Source: Office of the City Auditor

Accordingtoageol ogist withaprivateenvironmental servicecompany
hired by thecity’ scurrent abandoned vehi cletow contractor, the
contractor’ ssolidwastepermit allowsthecontractor totow avehicle
ontoitslot that hasonly onebattery andfivetires(four, plusaspare). If
thereareadditional batteriesor tiresinthecar, technically, thecontractor
should not bebringing thecar ontothel ot becauseitisapotential permit
violation. Also, thecontractor should not betowing carsontoitslotwith
rubbishinthevehicleor containerswithunknown substancessinceitis
not authorizedtostorechemicals. Thecurrent contractlanguagemerely
reguiresthetow contractor to obtain asolid wastemanagement permit
andtocomply withapplicablelaw, butitissilentondirectivesfor

ensuring that hazardousmateria sareproperly disposed.

Werecognizethat solidwasteand hazardousmaterial disposal areunder
thejurisdiction of thestateandfederal governments. However, thecity
coulddoitspart tostrengthen contract languageto specifical ly prohibit
illegal dumping. Inclusionof stronger environmental protectionlanguage
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Conclusion

wouldbecons stent withthecity’ srecent campaigntargetingthe
automotiveindustry’ simpact onour environment. |nDecember 2006,
thecity embarked onacampaigntargetingtheautorepair industry to

rai seawarenessabout best management practicesfor preventingwater
pollution. Thecity’ spressrel easenoted that servicestations, autorepair
shops, andsimilar establishmentsares gnificant sourcesof pollutants
includingoil, grease, detergents, engineand brakeresiduethat contain
antifreeze, copper, and evenasbestos. Thepressrel easea so stated that
thecity’ sStormWater Branch performsinspectionsof industrial or
commercia sites, andisdevel opingamanua onapplicablebest
management practicesfor theindustry. Weurgemotor vehiclecontrol to
incorporateapplicableportionsof thismanual intoitsfuturecontracts
andother pertinent wastedisposal directives.

Thecity’ sabandoned andderelict vehicleprogramhasfallenshortinits
effortstoeffectively and efficiently tow thesevehiclesfromcity streets.
Motor vehiclecontrol lackseffectivenessbecauseitfailedtoconsi stently
tow abandoned vehicleswithin 14work days, andleft vehiclesoncity
streetsfor over amonth. Theagency’ sefficiency wasdiminishedby its
relianceon outdated and manual processes, duplicativeinvestigations,
and poor contract monitoringand oversight,amongothers.

Wefoundthat motor vehiclecontrol did not consistently tow abandoned
vehiclesfromcity streetswithin14work daysaccordingtothe
benchmark established by theagency. Instead, abandonedvehiclesare
towedinanaverageof 23.4work days. Derelict vehicles, however,
fared better asmotor vehiclecontrol wasgenerally abletohavethose
vehiclestowed fromcity streetswithintheprescribed 15work day
benchmark.

Weal sofoundthat motor vehiclecontrol’ sability toaccurately track
towed vehiclesthroughtheprocessissorely inadequate. Notall vehicle
complaintsareloggedintotheagency database, with hundredsof
recordsstoredinboxesfor monthsbeforethey areenteredintothe
system. Theagency citesinexperienced staff and staff shortagesfor the
backlog. Complaintsarea sohandled differently, withcomplaintstothe
mayor and council takingtoppriority, and complaintsfiledwiththe
policedepartment takingthelongest. Weal sofoundthat motor vehicle
control relieson paper-based, manual processes, outdated technology,
andincompati bl esoftwareoftenrequiring separatedataentry, which
adversely impactedtheagency’ sefficiency. Wenotethat motor vehicle
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control hasbegun planningto upgradeto Windows-based technol ogy to
efficiently processall abandonedandderdlict vehiclecomplaints,
auctions, andvehicledisposa, andeliminatei nefficient manual , paper
records.

Agency delaysinprocess ng abandoned and unclaimedvehiclesfor
auctionmakeit difficultfor policedepartment tow contractorstostore
additional abandonedvehicles. Slow processingmay increasedaily
storagefeesthat coul d di scouragevehiclesalesandreducerevenuesto
thecity. Wea sofoundthat motor vehiclecontrol’ spoor recordkeeping
andweak internal controlsessentially put thetow contractor inchargeof
managingvehicleinventory. Extended|eavesof absencetakenby
vehicleinspectorsstretched theagency’ sresources, but administrators
didnot seek temporary hirestoassist withtheworkload. Additionally,
incompl eteandinaccuratereporting by tow contractorsadversely
affected motor vehiclecontrol operations.

A recent changeinstatelaw affected motor vehiclecontrol by increasing
thenumber of abandonedvehicles. A changetocity ordinancedesigned
toimproveefficiency inremovingabandoned vehiclescreated aninflux of
vehiclesthat overwhelmedtow contractors. Weal sofoundthat motor
vehiclecontrol doesnot offer unsoldvehiclestothecity’ sautomotive
equipment servicesasdirected by city ordinance. Atthistime, wefind
thatimplementingthetechnol ogy upgradesandresolving thesignificant
operationa deficienciesarelikely tohaveamoresignificantimpacton
removing abandoned andderelict vehiclesthanother actions, suchas
amending existing ordinancesor statestatutes.

Wenotethat best practicesfromaroundthecountry offer efficiency
alternatives. I nternet accesstoinformation about theabandonedand
derdlictvehicleprocesstimeframes, instructionsfor disposingof vehicle
without charge, andtheability tosearchby licenseplateor vehicle
identification number couldreducethevolumeof complaintstothe
Motor VehicleControl Section, city administrationand council, and
better servethepublic.

Thelack of coordination betweenthepolicedepartment and motor
vehiclecontrol contributedto abandoned and derelict vehicleprocess
inefficiencies. Wefoundthat policedepartment investigationscanadd
nearly aweek tothetowing process, whichiscompounded by motor
vehicle sduplicationof al policedepartmentinvestigations. Motor
vehiclecontrol’ spracticeof reinvestigating policeinvestigationsistime-
consuming, and may beunnecessary accordingto corporationcounsel.
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Recommendations

Weal sofoundalack of communi cationand coordination between motor
vehiclecontrol andthepolicedepartment toresol velongstanding
concerns. Thetwo agenciesdo not meet onaperiodicbasis, despitethe
coordination of work betweenthem. Motor vehiclecontrol’ sproposed
technol ogy upgradeprogramdoesnotincludeany linkagewiththepolice
department, despitetherel atedresponsi bilities, interagency servicesand
thevolumeof abandoned vehi clesthey investigate. Theupcoming
volunteer policingprogramwill add another layer of investigatorstothe
abandoned and derelict vehicleprocess, yet thetwo agencieshavenot
met to coordinatethemost efficient useof thisnew resource.

Wefoundthat thecity’ sabandoned andderelict vehiclecontractsare
generally well-constructed, but thel ack of enforcement rendersthem
ineffective. Motor vehiclecontrol’ sfalluretoadequately monitor,
evaluateand correct itscontractor resultedinthetow contractor towing
abandonedvehiclesfromcity streetsinatimely manner only 34 percent
of thetimeand allowed the contractor to pick and choosethe contract
termstofollow orignore. Additionally, motor vehiclecontrol did not
enforcecontract provisionsof assessingliquidated damagesonly twice
andfailedtoenforcetowingfeeforfeituresfor thecontract non-
compliancefromFY 2003-04to FY 2005-06. Finaly, wefoundthat the
current abandoned vehi clecontract couldbeimproveby including
stronger solidwastedi sposal requirements.

1. Thedirector of theCustomer ServicesDepartment shoul d:

a. ensurethattheMotor V ehicleControl Sectionpromptly and
accurately documentsall complaintsof abandoned andderelict
vehiclesfor tracking and disposition purposes;

b. ensurethat abandoned andderelict vehiclesaretowedwithin 14
and15work days, respectively;

c. continuetoprioritizethework withtheinformationtechnol ogy
departmentto:

1) automateabandonedandderelictvehicleprocessingand
reducepaper-based, inefficient, duplicative, manual
Processes,
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2) continueprocessmappingandredesign;
3) program,test,andtrainforthenew application;

4) implement aweb-based programfor abandoned and derelict
vehiclecomplaint processing, auctions, andvehicledisposdl;
and

5) implementaweb-based programfor thepublictoobtainthe
statusof suspiciousor potentia abandoned or derelict
vehiclesintheir neighborhood;

initiateeffortstoupgradethecity’ smotor vehiclecontrol website
with specificinformati onabout theabandoned and derelict
vehicleprocess, legd requirements, current contactinformation,
andother educationa information,;

requiremotor vehiclecontrol toestablishformal and up-to-date
policiesand proceduresfor abandonedandderelict vehicle
processi ng, contract monitoring, andenforcement;

cons der advanced technol ogy sol utionsto makeefficient useof
investigators' timeandresources,

seek temporary hiresfor inspectorsout onlong-termleaveor
offer permanent aternativework opportunitieswithinthecity;

work withtheautomotiveequi pment serviceschief by offering
un-soldvehiclesfor thecity’ spotential benefit;

consider best practicesof other jurisdictionsincluding theuseof
web-based vehiclestatussearch by licenseplateandvehicle
identification numbers, portableor hand-held el ectronicdevices
enablinginspectorstosearchandinputinvestigationdatainthe
field, andlegidationallowingtow contractorstomail noticesto
registered ownerswhosevehiclehasbeentowed;

eliminateduplicationof vehicleinvestigationsby coordinating
withthepolicedepartment toutilizeinvestigationsal ready
completed;

Initiateperiodic meetingswith policedepartment andtow
contractorsto addressissues, needs, and anti ci pated changes
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suchastechnology upgradesand coordination, andthe
upcomingvolunteer policingprogram;

l.  request assistancefromthecorporation counsel to assessmotor
vehiclecontrol’ scurrent practicespertainingtopolice
abandonedvehicleinvestigationsandeliminateunnecessary
duplication of work and makebetter useof motor vehiclecontrol
and policedepartment resources;

m. consistently enforceall contracttermandprovisionscontainedin
abandoned andderelict vehiclecontracts;

n. implementregular contract monitoring, contractor eval uationand
feedback withthecity’ sabandoned and derelict vehicletow
contractor; and

0. includestronger hazardouswastedisposal provisionsinfuture
abandonedandderelict vehiclecontracts.

2. TheChief of Policeof theHonol uluPolice Department shoul d:

a.  workwiththecustomer servicesandinformationtechnology
departmentsand consi der implementing an el ectronicabandoned
vehiclereportonofficers' laptop computersthat arecompatible
withmotor vehiclecontrol’ snew system, andcanbe
electronically transmittedtomotor vehiclecontrol toexpeditethe
removal of abandonedvehicles,

b. coordinatewithcustomer servicesonwork tasksand standards
for theimpendingvolunteer policing program’ sabandoned
vehicleinvestigations, and

c. workwithcustomer servicesadministratorsandthecouncil to
improvecompliancewith Ordinance06-11, 2006.
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Commentson
Agency Responses

Responses of the Affected Agencies

Wetransmitted draftsof thisreport tothe Department of Customer
Servicesand Honol ulu PoliceDepartment onMarch 16, 2007. A copy
of thetransmittal | etter tothe Department of Customer Servicesis
includedasAttachment 1. Atour exit conferencewiththerespective
agencies, weadvisedthedirector of customer servicesandthepolice
chief that they would havetenworkdaysto prepareitswrittenresponse
tothedraftreport. Thepolicedepartment submitteditsresponseon
March 27,2007, whichisincluded asAttachment 2. OnMarch 29,
2007, thedirector of customer servicesrequested anextensiontosubmit
itswrittenresponse. Thecity auditor granted thedepartment an
extensionto April 16,2007 to submit aresponse. Thecustomer
servicesdepartment submitteditswrittenresponsetothedraft report on
April 13,2007, whichisincluded asAttachment 3.

Initsresponse, theHonol ulu Police Department expressed genera
agreement withtheaudit findingsand noted that thedepartment would
comply withtheaudit’ srecommendations. Thedepartment further
commentedthat it wouldwork towardincreasing community satisfaction
inremovingabandoned and derelict vehi clesfromcity roadways.

TheDepartment of Customer Servicesal soexpressed genera agreement
withour audit findingsand recommendations. Thedepartment affirmed
prior knowledgeof severa problemswiththeabandoned andderelict
vehiclesprogrambeforetheaudit draft wasrel eased, andthat it had
aready begunimplementingacorrectiveactionplan. Thedepartment
providedasummary of theinitiativesit hastakeninrecent months, many
of whichaddressour audit findings. Wecommendthedepartmentforits
quick and appropriateaction. Thedepartment alsoprovidedclarifying
informationonseveral issuesraisedinthedraft audit report.

However, thecustomer servicesdepartment took exceptionto our draft
audit report’ sassertionthat abandoned and derelict vehiclecomplaints
generatedfromthemayor’ sofficeor city councilmembersaregiven
priority over others. Thedepartment further commentedthat theaudit
draft overlooked thefact that such complaintsand requestsfor action
had been screened by thoseofficesprior tomotor vehiclecontrol
receipt. Wedisagree. Throughinterviewswithmotor vehiclecontrol
staff, wefoundthat complaintsfromthemayor and city council member
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officesreceivehigher priority. Also, aswenoteinour auditreport, some
complaintsforwardedfromthemayor and councilmember officeslacked
adequateinformationto conduct aninvestigation—despitehaving
“screened” thecomplaint. Our pointinraisingthedisparityin
Investigation priority wastoexplainwhy someabandonedvehicle
Investigationsmay bedoneinatimelier manner, andwhy somearenot.

Finally, wemadenon-substantiveamendmentstotheaudit draft for
purposesof clarity andstyle.



ATTACHMENT 1

OFFICE OF THE CITY AUDITOR

CITY AND COUNTY OF HONOLULU
1000 ULUOHIA STREET, SUITE 120, KAPOLE, HAWAI 96707 / PHONE: {808) 692-5134 / FAX: (308) 632:6135

LESLIE |. TANAKA, CPA
CITY AUDITOR

March 16, 2007 COPY

Mt. Jeffrey J. Coelho, Director
Customer Services Department

530 South King Street, Room 302A
Honolulu, Hawai'l 96813

Dear Mr. Coelho:

Enclosed for your review are two copies (numbers 12 and 13) of our confidential draft audit report,
Audit of the City’s Abandoned and Derelict Vehicle Program. I you choose to submit a written
response to our draft report, your comments witl generally be included in the final report. However, we

ask that you submit your response to us no later than 12:00 noon on Monday, April 2, 2007.

For your information, the mayor, managing director, chief of police, and each councilmember have also
been provided copies of this confidential draft report.

Finally, since this report is still in draft form and changes may be made to it, access to this draft report
should be restricted to those assisting you in preparing your response. Public release of the final report
will be made by my office after the report is published in its final form.

Sincerely,

s A G ) f o P

Leslie 1. Tanaka, CPA
City Auditor

Enclosures
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March 27, 2007

e LESLIE [. TANAKA, CPA, CITY AUDITOR
OFFICE OF THE CITY AUDITOR

FROM: BOISSE P. CORREA, CHIEF OF POLICE
HONOLULU POLICE DEPARTMENT

SUBJECT: DRAFT AUDIT REPORT, AUDIT OF THE CITY'S ABANDONED AND
DERELICT VEHICLE PROGRAM

Thank you for the opportunity to review and comment on the subject project.

The Honolulu Police Department will gladly comply with the three recommendations (2a,
2b, and 2¢, on p. 67) pertaining to its collaboration with the Department of Customer
Services and the Department of Information Technology.

We look forward to increased community satisfaction as abandoned and derelict
vehicles are removed as efficiently as possible from our roadways.

Sincerely,

BOISSE P. CORREA
Chief of Police



ATTACHMENT 3

DEPARTMENT OF CUSTOMER SERVICES
CITY AND COUNTY OF HONOLULU

530 SOUTH KING STREET, ROOM 302-A, HONOCLULU, HAWAI 96813
TELEPHONE: (808) 523-4740 FAX: {808) 527-6682
hitp:/iwww. henotuli.gov

JEFF J. COELHO

MUF| HANNEMANN DIRECTOR

MAYOR

FUBERT P. MINN
SENIOR ADVISOR

Ty it

April 13, 2007

07 AR 13 AIG 31
Mr. Leslie |. Tanaka, CPA
City Auditor .
Office of City Auditor E
1000 Lluohia Street, Sujte 120
Kapolei, Hawaii 96707

Dear Mr. Tanaka:

The purpose of this memo is o transmit to you the Customer Services Department’s
response to the audit of the City’'s Abandoned and Derelict Vehicle Program. |
appreciate your work on the audit and the opportunity to respond to its findings and
recommendations. Please do not hesitate to contact us if you require any further
clarification.

We concur with the audit's three findings concerning the Customer Services
Department (CSD).

In fact, even before the auditors began their work, we designed and began
implementing a "Corrective Action Plan” that, when completed and fully implemented,
will greatly improve the department’s efficiency in handling abandoned and derelict
vehicles. The cornerstone of the plan is the complete computerization of the City's
abandoned and derelict vehicle removal programs, including a move to a web-based
system.

Here is a brief list of what has been accomplished in just the past three months.

1/1/2007 — Operational use of intranet system (used by back-office Motor Vehicle
Control staff) that allows data capture and reporting.

We began operational trials with two types of field laptops {(Panasonic Tough Book).
When deployed, these units will be assigned to field inspectors. They will be able to
enter all required data on an abandoned vehicle on the spot. The electronic capture of
this data will stay with the vehicle through every step of the process, including auction
and disposal.
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2/27/2007 — Internet problem report application. The Internet application went live and
replaces the e-forms problem report, which is e-mailed and then manually entered into
the City DART system. Now the information is automatically stored in a database.

3/20/2007 ~ Implemented one-step close and Bill 91 checkbox.
1) One-step close —The mass-close function facilitates closing complaints by
inspectors. This update captures close date, reason, and comments.

2) We have included a Bill 91 checkbox on the New Complaints screen for Honolulu
Police Department (HPD) hazardous vehicle reports.

3/24/2007 — Implemented reporting improvements.
1} We established the AV Report Status Inquiry System, which allows for status
query by AV reference number, a way to speed up handling of staff queries.

2) We are testing the Monthly Inspector Activity Report, a daily computerized report.
When fully operational, it will provide a computerized database that will enable the
department to cross-check closed cases.

3) We have made minor changes to the printed Worksheet.

Next tasks include:

1) Setting up a new .net 2.0 framework.

2) Compiling comprehensive statistical reports.

3) Gathering requirements for next-phase implementation; consisting of
a. Automated mainframe data retrieval;
b. Inspector investigation information update with new Abandoned Vehicle

Report format screen, which will be used with the field laptops; and

¢. Generate extract file from database for import to Excel database for auction.

While the department does concur with the auditor’s three findings, we point out again
that even with a system that is paper-based and over 40 years old, and despite high
employee turnover, the department has met its goal for the timely removal of derelict
vehicles. With derelict vehicles accounting for 85 percent of the abandoned and derelict
vehicle caseload, one can conclude that the department meets ifs goal 85 percent of the
time.

High turnover rates

The high turmover rate of clerks is created by three primary conditions, the low
classification and resuiting low pay for clerks, less-than-ideal working environment, and
the prospects of higher-paying positions elsewhere in the City.
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The department included in its proposed FY 2008 budget an appropriation to replace
the aging bus-trailer where the clerks work, as a way to improve working conditions.

We have recommended that the Department of Human Resources consider
reclassifying some of the clerk positions to the higher-paying SR-12 level. This would
allow for employee advancement within the department and encourage clerks to stay in
the department rather than look for a higher pay elsewhere in the City.

Inspector work force monitoring

The department concurs that the shortage of clerical staff, the extended industrial leave
of one Motor Vehicle Control (MVC) inspector ll, and the paper-based system have
reduced the ovarsight of the MVC inspectors in the field. Daily morning meetings are
held by the remaining MVC Inspector ll to provide field assignments and follow-up of
outstanding investigations. Planned enhancement of the computerized system will
allow for electronic assignment, closure, and tracking of cases.

All requests for scheduled vacation during the upcoming calendar year are submitted by
each inspector for approval during December. The approval of unscheduled vacation
depends upon overall availability of the remaining inspectors.

Incorporation of recommendations into an updated procedures

manual

The Motor Vehicle Control Section will be amending its procedures manuals upon
completion of our transition from a paper-based to a computer-based system.
Additionally, we will recommend that all prospective bidders for HPD zone tow, CSD
abandoned vehicle tow, and CSD derelict vehicle tow contracts have internet capability
for sending and receiving required electronic documents.

New vendor contract monitor guidelines

The new computer program will provide daily time-phased alerts to the MVC field
inspectors and management reports to the MVC supervisory siaff regarding vehicles
that have been marked as abandoned or derelict. Additionally, the new computer
program will provide a listing of vehicles that have not been reported as claimed by the
contractor and must be inventoried for auction. The electronic interface between the
contractor and MVC will eliminate many of the manual inefficiencies that are present
with the current paper-based system.

Offering unsold cars to Automotive Equipment Service (AES)

The department informed the previous AES Chief and Deputy of Section 290-3, HRS,
and Section 15-13.10, ROH, and inquired as to whether they were interested. After
visiting several auctions and noting the condition of the vehicles that were NOT sold,
they declined to be considered, indicating that it was inefficient and costly to tow the
vehicle, strip the vehicles for parts that may or may not be operational, and be
responsible for the subsequent disposal. We will notify the current AES Chief to see if
there is any interest in attending future auctions and acquiring unsold vehicles.
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Police interaction steps and rmeetings

The HPD Traffic Division is currently writing procedures that police officers will follow for
the electronic reporting of abandoned, derelict, and school zone vehicles. The adoption
of this electronic reporting system will eliminate the current duplication of effort between
HPD and MVC inspectors. Once these written procedures are adopted by HPD and the
system is fully tested using the mobile laptops, a more efficient electronic system will be
in operation.

Summary

The City Council resolution that requested this audit was adopted in January 2006, a
morith before | took office as director of the Customer Services Departiment. |
immediately took steps to identify issues and problems with the abandoned and derelict
vehicle program, and to correct them. The auditor’s findings identified the same
problems | found, and the audit report confirms we are taking the right steps to resolve
those issues.

It should be noted that many of those corrective actions were begun or implemented
after the period covered by the audit, which ended in June 2006.

We do take issue with the audit report’s assertion that complaints about
abandoned/derelict vehicles from the mayor's office or City Council members are given
priority over others. This overlooks the fact that those complaints and requests for
action have already been screened once (by the mayor's or Council staff) by the time
they reach the Motor Vehicle Control Section.

In summary, we agree the abandoned and derelict vehicle program had been allowed to
languish in the past, to the point where it was a source of frustration for many, including
the staff of the Motor Vehicle Control Section. We are undoing that neglect and myriad
changes are underway to address these issues, with the resources available.

The Customer Services Department has always had the City and its citizen's interests in
mind while trying to deliver the best service possible.

Yours truly,

- Jeff J. Coelho
Director
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