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2. Introduction

2.1. Purpose 

The purpose of this document is assessing the Solid Waste Management Department (SWMD) Customer Service Division at Brevard County. This document describes the division assessment, stakeholders’ expectations, functional and non-functional requirements; define the relevant operational, performance, applications, and architectural requirements; and support, training, implementation high level requirements, best practices, and recommendation for improvement.
2.2. Scope

This project will provide a system for the Pro-Rated Billing and Annual Assessment processes as well as interfacing with the E&I process and a reporting capability.
2.3. Objectives 

· Capture stakeholders’ expectations.
· Understand the flow, processing, and use of information within the existing processes.
· Determine functions or procedures that should be retained or replaced, along with organizational and hardware constraints.

· Provide recommendations.
3. Stakeholder Analysis

The stakeholders of the SWMD Customer Service Division can be divided into primary and secondary stakeholders, and providers of information. Primary stakeholders are those that are ultimately affected by the SWMD Customer Service Division output, and secondary stakeholders are those that have any kind of involvement.  Providers of information are those whose outputs are the SWMD Customer Service Division input (Table 1).  
	
	Stakeholders
	Who Are They?
	Potential Impact(s) or Concern(s)

	PRIMARY
	SWMD Customer Service Division
	In charge of performing the Pro-Rated Billing, Annual Assessment, E&I process, and Refund process.
	· Improve overall assessment (+)

· Budget (-)

· Accurate information (+)

· Quality service

	
	Solid Waste Management Department
	Conducts the operations of Brevard County's landfills located in Cocoa and Melbourne, along with the Transfer Stations in Titusville and Melbourne.  They oversee the agreement with haulers for curbside collection of garbage, recycling & yard waste for the residents of unincorporated Brevard County.
	· Improve overall assessment (+)

· Budget (-)

· Accurate information (+)

· Quality service

	SECONDARY
	Brevard County Employees
	Other Brevard County Employees
	· Accurate information (+)

· Quality service

	
	External Customers
	Brevard County residents
	· Accurate information (+)

· Quality service

	
	Brevard County Cities
	There are 16 Brevard County cities that Solid Waste Management Department serves
	· Accurate information (+)

· Quality service

	PROVIDERS OF INFORMATION
	PAO
	The Brevard County Property Appraiser is responsible for identifying, locating, and fairly valuing all property, both real and personal, within the county for tax purposes. 
	· Improve overall assessment (+)

· Accurate information (+)

· Quality service

	
	Building Division
	Responsible for the review, approval and Permitting of constructions in the unincorporated areas of Brevard County
	· Improve overall assessment (+)

· Accurate information (+)

· Quality service

	
	Tax Collector’s Office
	Responsible for publishing and collecting taxes and non-ad valorem assessments
	· Accurate information (+)
· Quality Service



	
	Address Assignment
	Responsible for assigning all addresses in the unincorporated areas of Brevard County, enters all addresses in the system, approves all street names for incorporated and unincorporated, and provides addressing for several of the municipalities.
	· Improve overall assessment (+)

· Accurate information (+)

· Quality service


4. Processes Description

The SWMD is responsible for the operation of the County’s landfills to provide for the disposal of solid waste that is generated from households and commercial businesses in Brevard County.

SWMD will bill for various services that include the following:

· Collection & disposal charges for garbage, yard waste & recycling: The collection charge only applies to residents in the unincorporated areas of the county (i.e. areas not in city limits) and the disposal charge applies to all residents and commercial activities. The collection and disposal charges are put on the annual tax bill under the non ad-valorem special assessments. Recycling charges apply to commercial activities in the unincorporated areas.

· Properties that have been issued a Certificate of Occupancy after October 1, will receive a pro-rated assessment for these services.

· Landfill Accounts for Commercial Businesses: These accounts are established for commercial businesses that bring in by-products from their business and for haulers who bring in new construction, demolition or renovation material generated within Brevard County.

The SWMD oversees the following areas: Customer Services, Operations, Admin, Human Resources & Safety, and Support Services (Figure 1)
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Figure 1. Solid Waste Management Department Organizational Chart

4.1. Pro-Rated Bill Process

The Pro-Rated Bill process (Figure 2) begins when a Certificates of Occupancy (CO) is issued. If the CO is issued by the county and the permit is a billable type permit, the information is entered into the Pro-Rated billing file into the Saturn system. If the CO is issued by a city, and the permit is a billable type permit, and impact fees have been paid, the information is entered into the Pro-Rated billing file into the Saturn system. 
New and unpaid invoices are created and mailed by the SWMD Customer Service division staff to the property owner monthly. If full payment is received, the payment is processed through the Central Cashier (Accela system). If partial payment is received, the payment is processed through the SWMD Customer Service division (Saturn system) and a new invoice is created with the remaining amount for the following month. If the billing amount is incorrect, the SWMD Customer Service division staff will enter the adjustment into the Saturn system. 
Since the Central Cashier receives most of the payments, they in turn collect any bad checks and bad check fees. Very rarely would SWMD receive a bad check, and if one was received, it would be handled as a receivable and the prorated account would not be adjusted.  If a payment is processed incorrectly, posted to the wrong account, or posted the wrong amount, the SWMD Customer Service division staff will reverse the payment, which currently must be done on the same day.  
If payment is still delinquent by the end of the year, a lien may be created in the Saturn system. Liens must be filed with the Clerk of Court’s office. Once the lien is satisfied, the payment is entered into the Saturn system and the lien is released. 
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Figure 2. Pro-Rated Bill Process
4.2. Annual Assessment Process

The Annual Assessment process (Figure 3) is accomplished to provide the Tax Collector’s Office with Solid Waste non-ad valorem assessments that become part of the Annual Property Tax bills. 
After residential and commercial customers are billed through the Pro-Rated billing process, all future assessments will be assessed through the Annual Property Tax Roll. Residential areas use a flat rate. Commercial rates are determined by the Use Code, and may be based on square footage, count, or service levels.

The Annual Assessment calculation begins with preparing letters to the haulers requesting reports for different cities in the beginning of April. Haulers prepare report by the end of April in an Excel format and submit it to SWMD. The haulers report provides information on Can, Dumpster, and Roll off service.

The Dumpster report consists of columns for: 

· CUSTOMER #, 

· NAME of the customer, 

· BLHSE#, (house number to which bill can be sent)

· BLSTRT, (street address to which bill is sent) 

· BLCITY,  (city to which bill is sent)

· BLSTAT,(state to which bill is sent)

· BLZIP (customers’ addresses where the haulers mail the collection bill), 

· HOUSE #, STREET, CITY (customers’ addresses where the garbage is collected), 

· SVQNTY (number of containers used), 

· SVCODE (container size and description), 

· SVROUTNUMB (haulers route number, it also identifies the days of the week the dumpsters are emptied),

· SVDESC (service provided like how many yards, how many times a week the garbage is collected, and how it is collected),

· APVEND (Mil code), 

· PARXTR (R.E number).

The ROLL OFFS reports consist of columns for:

· CUSTOMER #, 

· NAME of the customer, 

· BLHSE #, (house number to which bill can be sent)

· BLSTRT, (street address to which bill is sent)

· BLCITY, (city to which bill  is sent)

· BLSTAT, ,(state to which bill is sent)

· BLZIP, (zip code of address where bill is sent

· BADR#2 (customers’ addresses where the haulers mail the collection bill), 

· HOUSE #, STREET, CITY (address where the garbage is collected),

· TERMPR (tells whether service is temporary or permanent), 

· SVQNTY (number of containers used),

· ENTDAT (date the ROLL OFF is emptied), 

· DSCOCDE (type of debris being collected),

· RECPT (haulers ticket number), 

· DMPTON (weight of the debris each time the ROLL OFFS are emptied), 

· APVEND (Mil code),

· PARXTR (R.E number).

These reports are reviewed by the SWMD Customer Service staff; corrections are made if needed, and Macros are run for accurate data. If there any error files generated by the Macro, error files are reviewed and discussed with the haulers. Corrections are made and the Macros are re-run. If there are no mistakes, SWMD Customer Service staff authorizes upload to Saturn and requests the green bar be run. Billing Units are calculated within Saturn based on the Macro using the following formula:


[image: image3.wmf]*

NumberofTonsCurrentRateperTon
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CurrentCommercialDisposalRate
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Where, the current rate per ton depends on the debris type, category of waste:           C&D, Yard Waste, Billable Solid Waste (garbage). 

The rate per ton and commercial disposal rate is not a fixed dollar amount; it may increase in future years as operational costs to support the landfill increase.

WasteWorks reports for Gate accounts are run, BUs are calculated and information is added to Saturn as needed. The results obtained are entered manually into Saturn by the Brevard County Solid Waste staff.     

Government data (Port Authority, Parks & Recreation, BOCC, etc.) is extracted from the haulers’ reports and is processed manually.  Data is reviewed for accuracy and corrections are made if needed. Invoices are prepared and mailed out to customers.

For residential rates:

Use Code tables and Rate Resolutions are used to calculate residential annual assessments. This table has various rates depending on the type of residential property, e.g., single family, condominium, RV lots, etc.  All residential disposal and unincorporated collection assessments are included in the annual tax roll.
For commercial rates:

· Solid Waste Disposal = $164.51 (per billing unit)

· Solid Waste Recycling = $15.45 (per billing unit)

· Roll Off (Compactors, Open tops) = $29.50 per ton

· Dumpsters – Rate per cubic yard = $2.21

· Roll Off – Compactor 

Total tonnage * $29.50 divided by $164.51 = Billing Units * $164.51 = Annual Assessment 

· Dumpsters

Dumpster Size (CY) * Number of Pickups per week * 52 (weeks in a year) * $2.21 = Annual Assessment divided by $164.51 = Billing Units (BU)
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Figure 3. Annual Assessment Process

4.3. E&I Process

The E&I (Error and Insolvency) process is done for the Pro-Rated and the Annual Assessment processes in the E&I system developed by the Brevard County IT Department (Co-Fusion 07). 

For the Pro-Rated process, the request can come from either an external customer or internal Brevard County SWMD Customer Service Division staff. Once the SWMD Customer Service Division is notified, they use the RE# or other search criteria to search for the property record. They perform research to make the decision on whether or not to adjust the bill. If the decision is to adjust bill, the E&I form must be completed and approved by the Finance Officer. Once this is completed, the SWMD Customer Service Division staff contacts the customer to let him/her know about the decision made. After that, adjustments in the SWMD system must be made.  Subsequent reconciliations are made between the SWMD system and SAP.  If the decision is to not adjust the bill, customer gets notified about it and no changes are made in the system.

For the Annual Assessment process, the request can come from either an external customer or internal Brevard County SWMD Customer Service Division staff. Once the SWMD is notified, they use the RE# or other search criteria to search for the property record. They perform research to make the decision on whether or not to adjust the bill. If the decision is to adjust bill, the E&I form must be completed and approved by the Finance Officer. Once this is completed, the SWMD staff enters information into the E&I system and the approval process starts. The SWMD staff contacts the customer to let him/her know about the decision made. The SWMD staff must mail the original E&I to the Tax Collector’s Office. If the decision is to not adjust the bill, customer gets notified about it and no changes are made in the system.  If the adjustment is approved, the Tax Collector’s Office provides the customer with a new tax bill if the window for adjusting the tax bill is still open.  If the window is closed, then a warrant request is prepared and sent to County Finance, who in turn issues a check to the customer.
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Figure 4. E&I Process

4.4. Lien Process

Each month, the SWMD Customer Service Division staff mails out notices to property owners that have not yet made full payment on a Pro-Rated Billing. When it is time to lien properties, special notices are mailed out. First there is a 10-day notice mailed through regular mail and then a 72-hour notice is sent as certified mail. If payment is not made by the due date, liens will be initiated for delinquent parcels. If parcel has a mortgage and lien holder is on tax file, Mortgage Company is notified by Certified Mail.

Governmental Pro-Rated fees are not liened. 

The lien process for commercial properties starts when a report is run to change all delinquent bills for the selected bill dates.  Then, SWMD Customer Service Division staff verifies if any agreement has been made to keep any parcel from being liened. If so, staff changes the parcel status. A second report is run to verify the list of liened properties. A third and fourth report is run. These reports should be separated by assessment category and in alphabetical order for each assessment. Data on both reports are checked. Notices of Lien documents that will go to the Clerk of Court’s Office with the reports are printed and signed by the SWMD Director. Then, these documents are taken to the Clerk’s Office in the Courthouse to record them and pay the fees. System is updated and the lien fee amounts are added to the Pro-rated Reconciliation spreadsheet. Notices are mailed to the customers.

Regularly, the SWMD Customer Service Division staff must check if any parcel with a lien has been paid. If so, a “Release of Lien” needs to be recorded. Paid parcels will appear on the system 30 days after full payment has been made. A report is run for the paid date range in which SWMD Customer Service Division wishes to release liens. Two reports are run to verify the data. These reports go to the Clerk of Court’s Office as official legal release documentation.  Notices are created and mailed out to the customers in regular mail. 

Unpaid Commercial liens have an 18% interest rate each month.  The current system does not calculate the cumulative monthly interest, it has to be done manually and added to the prorated bill.
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Figure 5. Lien Process

5. Stakeholders’ Expectations

Interviews were conducted with the SWMD Customer Service Division staff to investigate the existing processes for the Pro-Rated Billing, Annual Assessment, E&I, and Refund processes. Also, users’ expectations were collected.
These processes are managed by the SWMD Customer Service Division. These processes are carried out with the use of the Saturn system (legacy system), spreadsheets, paper and electronic reports.
5.1. Expectations 

1. The SWMD Customer Service Division staff must be able to process the Annual Assessment in the new system

Use Cases:
· Staff must be able to process the Annual Assessment by service level, square foot basis, number of units, and number of rooms.

2. The SWMD Customer Service Division staff must be able to process the Pro-Rated Bill in the new system

Use Cases:
· Staff must be able to process the Pro-Rated Bill by permit information and use code.

3. The SWMD Customer Service Division staff must be able to manage any complaints related to the Pro-Rated Bill and Annual Assessment processes

Use Cases:
· Staff must be able to manage complaints or inquires placed by citizens regarding the assessment on their tax bills, prorated bills, and hauler service levels.

4. The SWMD Customer Service Division staff must be able to process, research, and review E&Is

Use Cases:
· Staff must be able to determine Solid Waste assessment status.
· Staff must be able to determine property information as to use, building size, number of units, tax status, etc.  (All information related to a parcel.)

· Staff must be able to view comments as to what has transpired.

· Staff must be able to obtain split out information.

· Staff must be able to perform Gate research.

· Staff must be able to change the Solid Waste Code.

· Staff must be able to change the Billing Units.

· Staff must be able to obtain current and past Use Code information.

· Staff must be able to obtain sales history.

5. The SWMD Customer Service Division staff must be able to access the information needed to perform research

Use Cases:
· The following information is needed to perform research:

i. Name (Owner of record)

ii. Mailing address of owner of record

iii. Parcel ID

iv. RE number

v. GEO Code

vi. Millage code

vii. Use code

viii. Site address

ix. Subdivision name

x. Permit information:

· Permit number

· Permit status

· Date issued

· Type of structure

· Size of structure

· Final CO date

· Permit type (new structure, demolition, replacement, etc.)

xi. Property information:

· Year built

· Property Use code and the PDC Use Codes

· Name/type of business

· Size of building

· If multifamily (apartments, mobile homes): Number of units

· If motel, hotels, assisted living, Half Way House: Number of rooms 

· Legal description

· Property Appraiser and Alpha Panel comments
xii. Tax information

· Current year

· All prior year information.  (As much as is available on Tax Collector’s site.)


6. The SWMD Customer Service Division staff must be able to access the system at all times
Use Cases:
· User must be able to access the system from anywhere at all times.

7. The new SWMD Customer Service Division system must interface with other systems.

 Use Cases:
· The Permitting and Enforcement Department system (Accela) for any issued CO to notify staff to start the process.
· The scale management system (WasteWorks) for haulers information related to commercial and residential customers.
· Clerk’s Office system

· Property Appraiser

· Tax Collector

· Central Cashier (Accela)

· Address Assignment (for permanent and temporary address research)

8. The SWMD Customer Service Division staff must be able to assess the Disposal fees for cities.
Use Cases:
· When a CO is issued by a city, the city will go online and enter information pertaining to the parcel.
9. The SWMD Customer Service Division staff must be able to have a user-friendly system.
Use Cases:
· Users must be able to easily access the system

· Users must be able to have access to other sites through the system (Property Appraiser, Tax Collector, Central Cashier, Building, Address Assignment, etc.)

· Users must be able to print pages at any time

· Users must be able to access historical data (Current data Saturn conversion such as comments, history) 

· Information must be accurate and timely
10. The new SWMD Customer Service Division system must be able to provide an advanced search engine

Use Cases:
· Users must be able to search by any keyword and find the information needed.
11. The SWMD Customer Service Division staff should be able to have templates in the system for all invoices, letters, reports, etc.

Use Cases:

· Users should be able to select a predefined template and generate a letter, invoice, or a report, etc. 

12. The SWMD Customer Service Division staff must be able to view the history of a property
Use Cases:

· Users must be able to search for a specific property to see its history.

13. The SWMD Customer Service Division staff must be able to manage electronic signatures/approvals.  Signatures should only be available to the person that the signature belongs to and to no one else.
Use Cases:

· When generating letters/reports/invoices or any other correspondence to be sent to the property owner, staff must be able to generate it and sign it with the use of an electronic signature system; this way staff will only print the one that goes to the property owner.

14. The SWMD Customer Service Division new system must have the options for notifications 
      Use Cases:

· Users must be able to be notified of any due date, issued CO, demolition, change of address, change of owner, sales information, etc.

15. Users must be able to allow cities to access authorized data

Use Cases:

· For those cities that have an agreement with the county, they should be able to access authorized data.

16. The SWMD Customer Service Division authorized staff must be able to modify rate values.  
Use Cases:
i. Users must be able to edit any table with rates without the IT Department help.  Rates to be modified according to Solid Waste Ordinances and Rate Resolutions.

ii. Users must be able to accomplish mass updates of rates or other information, such as by Use Code.

iii. This option must be password protected

17. The SWMD Customer Service Division staff must be able to access cities and county data 

Use Cases:
i. Codes in Accela will determine this for County Permits. 
ii. City permit coding may not be the same.  The types of improvements to be billed through the Prorated System are:  Single Family Residential, Commercial Buildings, Apartment Buildings, Condo’s, and RV’s.  
iii. A rate schedule based on Use Codes and the Rate Resolution is used by SWMD for assessing Residential buildings (single family and Multi-family).  Solid Waste assessments for commercial buildings have a minimum amount set for impact fees and solid waste disposal and recycling.  
iv. Commercial Impact Fees are calculated using like use codes and building sizes, then taking the service level of the comps and averaging the service level to aid in calculating for the new building.

v. Impact Fees are currently billed and collected by the Central Cashier for both residential and commercial buildings.  
vi. SWMD does need the ability to bill for an Impact Fee if not collected by Central Cashier.  

18. The system must be designed to work with Pitney Bowes PB First mailing software.

19. System must be devised to flag a parcel indicating that an invoice was returned with insufficient address to prevent subsequent mailings to an incorrect address.

Use Cases:
i. If a parcel’s address is updated by the system or a new owner is added, the flag would be removed.  At present, a report is ran (UTL4300UD – SWADDRES) that updates the Pro-Rated System when an address is changed or a new owner is recorded.

20. System must provide options, for the SWMD Customer Service Division users to perform activities, similar to the current ones.  
Use Cases:
i. System will provide the ability for the unpaid bills to be listed by year in addition to unpaid bills by month (option “B” of the Batch Report Main Menu).
ii. When payments are posted by the Central Cashier, they currently go to Option “G”, SWMD users must have an option that would send the payments posted by Solid Waste to a file that indicates that it was posted by Solid Waste. 
iii. System must be able to provide an option for “Adjust bill” (currently option H), to assign an E&I Number when an adjustment is made and the E&I can be accessed through another option (currently option“8”).  This option pulls up the billing screen indicating an adjustment has been made.  

iv. The Central Cashier is responsible for handling returned checks since they receive the majority of the payments. If SWMD were to receive a returned check the account would remain as paid and the returned check would be set up as a receivable in SAP. However, there needs to be some kind of flag or identification that the returned check has not been made good.  (It might be easier to just show the account as unpaid.  At least that way they would get a bill each month.)

v. The Pro-Rated System had an Option “2” whereby a permit could be flagged with an “X” or a “B” indicating that the permit does not require a prorated bill or has already been billed in the Pro-Rated System. This option is helpful as the record would no longer appear on the report for billing. The Pro-Rated system cannot presently connect with the permits.

21. The SWMD Customer Service Division users should be able to choose the printer that the invoices will be printed on.  
Use Cases:
i. Currently, invoices must be printed to the printer indicated in the Pro-Rated system.  New system should be able to allow users to choose any available network printer.
22. System must provide the ability to have fund center accounts set up to enter into SAP – Disposal, Collection and Impact Fee.  Recycling is included with Collection.  Users do not want an account created for SAP in order for payments to be entered directly into SAP
.  

23. System should allow partial payment for customers paying a portion of the invoice.  If account is paid, system should not allow an additional payment.  If account is paid, the latter payment is returned to the sender.

Use Cases:
i. The Central Cashier does not accept payments that are not for the correct amount. Currently, if a payment is not for the correct amount, it is returned to SWMD for “determination”.  If under/over, it is posted by the SWMD with a determination of how the difference is to be handled. An overpayment that is more than $5.00 is entered into accounts payable and refunded via a warrant request to County Finance. An underpayment is adjusted if under $5.00.  If not applicable, payment is entered as a part payment and an invoice is sent reflecting the remaining amount due.
24. The SWMD Customer Service Division needs the ability to back out a payment if posted in error.  
      Use Cases:
i. For instance, posted to the wrong parcel or posting of the wrong amount.  This should be a secured option.

ii. It should be limited to 1 or 2 people with password protection

25. System must have the capability to look at the current tax file for the Pro-Rated Billing system in order to determine if parcel has been billed Solid Waste Assessments on the current tax Roll. 

Use Cases:
i. Previously, the system could look at previous years’ tax records to determine if a parcel requires a prorated billing.  To look at previous tax records as well as current tax records is very helpful.
ii. Option “N” of the current prorated system is helpful in determining if parcels have been billed.  Re’s are in RE sequence order and this is especially helpful in tracking condo and sub-division billings.  

26. The SWMD Customer Service Division users must have the ability to access all information related to a parcel by entering the RE number, parcel ID, GEO Code, address, or owner’s name.

27. The SWMD Customer Service Division users must be able to research properties from Sub-Division and Condo name.
28. The SWMD Customer Service Division staffs should be able to use the same invoice number generated by Accela in order for them to better track payments. 
6. Functional Requirements

This section lists the functional requirements. Each functional area has components that help better explain the system requirements:

· The Description section gives an overview of that functional area. 

· The Criticality provides the importance of that particular area.  

· The Technical Issues will outline any technical requirements, if any, for an area.  

· Finally, the Tasks section goes into a list of events detailing situations the system needs to fulfill.  

All tasks will state whether it ‘must’ or ‘should’ be performed.  In this document ‘must’ expresses an obligation; therefore it is necessary this task be implemented.  And ‘should’ expresses a recommendation or a high desire that a task be implemented.  

6.1. Product Functions

The SWMD Customer Service Division system configurations must generally provide the following:
· Pro-Rated Bill process
· Annual Assessment process
· Daily interface report
· Liens 

· Administration Functions

· Interface with different systems:

· Permitting and Enforcement Department system to:
· Capture permit data

· Identify billable permits

· Payment Interface with Accela/Central Cashier

· E&I Process

· The SWMD Scale Management System (WasteWorks)

· Property Appraiser

· Tax Collector 

· Central Cashier

· Address Assignment

· Municipalities

· Track Customer Complaints/Issues

· Data Migration

6.2. Pro-Rated Bill Process 
· Description. The system must provide the ability to process Pro-Rated Bills, update information in the system, create invoices to mail to customers, and track any transaction.

· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow Brevard County Solid Waste Management Department personnel to use a web browser to perform these functions.

· Tasks. The system must provide a means for the following features:
6.2.1. Enter information into the system.  

6.2.2. The SWMD Customer Service Division staff must have the ability to correct errors and make adjustments.

6.2.3. Monthly Invoices

6.2.3.1. The system must provide the ability for a logged in SWMD Customer Service Division employee to request the creation of monthly invoices requiring the inclusion of from and to dates.

6.2.3.2. The system must provide the ability to create a file of invoices from the database where a balance exists.  The file must contain the following information:

6.2.3.2.1. Invoice number

6.2.3.2.2. Parcel id

6.2.3.2.3. RE number

6.2.3.2.4. Owner name

6.2.3.2.5. Owner address

6.2.3.2.6. Permit number

6.2.3.2.7. Disposal fee
6.2.3.2.8. Collection fee
6.2.3.2.9. Recycle fee
6.2.3.2.10. Impact fee

6.2.3.2.11. Total Due

6.2.3.2.12. Invoice Date (date Invoice is created)

6.2.3.2.13. Due Date (2 weeks from Invoice Date)

6.2.3.2.14. Past Due Amount (greater than 30 days from Invoice Date)

6.2.3.2.15. Days Past Due (greater than 30 days from Due Date)

6.2.3.2.16. Period Covered

   6.2.3.2.17. Sequence Number
6.2.3.3. The system must provide the ability to interface with the Smart Mailer.  Smart Mailer is an address verification program.
6.2.4. Individual Invoices

6.2.4.1. The system must provide the ability for a logged on SWMD Customer Service Division employees to request the creation of an individual invoice by selecting an RE number where an amount owed balance exists.  

6.2.4.2. The record must contain the following information:

6.2.4.2.1. Invoice number

6.2.4.2.2. Parcel id

6.2.4.2.3. RE number

6.2.4.2.4. Owner name

6.2.4.2.5. Owner address

6.2.4.2.6. Parcel address

6.2.4.2.7. Disposal fee
6.2.4.2.8. Collection fee
6.2.4.2.9. Recycle fee
6.2.4.2.10. Impact fee

6.2.4.2.11. Total Due

6.2.4.2.12. Invoice Date (date Invoice is created)

6.2.4.2.13. Due Date (2 weeks from Invoice Date)

6.2.4.2.14. Past Due Amount (greater than 30 days from Invoice Date)

6.2.4.2.15. Days Past Due (greater than 30 days from Due Date)
6.2.4.2.16. Period Covered

   6.2.3.2.17. Sequence Number
6.2.4.3.  The system must provide the ability to print the invoice on any local printer.

6.2.5. Reprint a Selected Invoice

6.2.5.1. The system must provide the ability to select a created invoice and choose to print it to a local printer.

6.2.6 System must have the ability to accept posting of payments and reflect the account has been paid with date of payment, payment amount, check number, etc.

6.3. Annual Assessment Process
· Description. The system must provide the ability to process the Annual Assessment for commercial and residential units.
· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.

· Tasks. The system must provide a means for the following features:

6.3.1. System shall have tools available to help automate entering information to speed up entry process and support integrity of entered data.
6.3.2. Calculating Billing Units based on the various Use Code Categories and service levels.

6.4. Daily Interface Report
· Description. The system must provide the ability to generate reports.

· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.
· Tasks. The system must provide a means for the following features:
6.4.1. User definable template reports shall allow authorized users to customize templates and create multiple templates to support different types of reports
	Report Type
	Description
	Information Origin

	Prorated Reports
	Correctional report, 

Prorated Assessment,

Unincorporated Area (By districts, 5)
	Permitting (Saturn)

	
	Correctional report, 

Prorated Assessment,

Incorporated Area (By cities, 16)
	Permitting (Saturn)

	
	City Permits issued within last 45 days
	Permitting (Saturn)

	Prorated Month End Reports
	Recycling Program Labels for Unincorporated areas
	Permitting (Saturn)

	
	Monthly final permit report (CO)
	Solid Waste

	
	Unpaid Prorated billing for current calendar year
	Solid Waste

	
	USA/Western Waste, monthly billed accounts for collection in Unincorporated areas
	Solid Waste

	
	Harris, monthly billed accounts for collection in Unincorporated areas
	Solid Waste

	
	Monthly Prorated billing
	Solid Waste

	
	Prorated billing, Unpaid balance due, from 1991 thru current month/year
	Solid Waste

	
	Impact Fee revenue
	Solid Waste

	
	Unpaid bills with the Exception of Lien Accounts
	Permitting (Accela)

	
	Unpaid Liens
	Solid Waste

	Solid Waste Annual Assessment
	Solid Waste error listing by Use Code
	Solid Waste

	
	Solid Waste error listing after update
	Solid Waste

	
	Solid Waste Codes “VC” (collection) & “CE” residential – Incorporated areas
	Solid Waste

	
	Residential City Use Code summary & Solid Waste Code “VR” for residential Incorporated
	Solid Waste

	
	Incorporated Residential Parcel by Use Code
	Solid Waste

	
	Incorporated Residential Parcel by Use Code – Detail
	Solid Waste

	
	Commercial Incorporated detail by Use Code 
	Solid Waste

	
	Commercial Incorporated summary by Use Code
	Solid Waste

	
	Solid Waste Code “VC” – Commercial
	Solid Waste

	
	Solid Waste Code “VR” & “CE” for Incorporated - Commercial
	Solid Waste

	
	Incorporated Commercial Parcels by Use Code
	Solid Waste

	
	Solid Waste Code “VR” & “CE” for Unincorporated – Commercial
	Solid Waste

	
	Solid Waste “VC” Code listing & Summary for Unincorporated – Commercial
	Solid Waste

	
	Unincorporated Commercial Parcels by Use Code
	Solid Waste

	
	Unincorporated Commercial Parcels by Use Code - Detail
	Solid Waste

	
	Solid Waste Code “VR” for Unincorporated residential
	Solid Waste

	
	Billing units by Use Code summary – Residential (Harris & Western Waste)
	Solid Waste

	
	Residential Parcels by Use Code - Unincorporated
	Solid Waste

	
	Summary of all dwelling & billing units for Brevard County (incorporated & unincorporated)
	Solid Waste

	Reports needed as required
	Listing by Use Code after BU’s are loaded for IC’s
	Solid Waste

	
	Listing by Solid Waste Code
	Solid Waste

	
	Mortgage – No Mortgage (looks at Tax Collector file)
	Tax Collector

	
	Updates Name & Addresses from Property Appraiser
	Property Appraiser

	
	Browse Parcels with E&I by RE# (reviewing any correction made through the E&I process)
	Solid Waste

	
	Fiscal year totals
	Solid Waste


6.4.2. System shall allow users to generate reports with the use of pre-defined templates
6.4.3. User must be able to create ad hoc reports, and the ability to import/export to Excel, word, Access, etc
6.5. Liens
· Description. The system must provide the ability to process liens.

· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.

· Tasks. The system must provide a means for the following features:
6.5.1. Lien Initialization

6.5.1.1. The SWMD Customer Service Division staff must be able to initiate a lien process for any delinquent parcel. 

6.5.1.2. System will notify the SWMD Customer Service Division staff each month of any delinquent parcel.

6.5.1.3. System must be able to generate quarterly invoices for liened      property.
6.5.2. Lien Release

6.5.2.1. System will notify the SWMD Customer Service Division staff each month of any paid lien.

6.5.3. Commercial Interest Calculation

6.5.3.1. System will calculate the interest rate and add it to any unpaid commercial parcel automatically.

6.6. Administration Functions

· Description. The system must provide the ability to maintain codes that are used within the Sold Waste Pro-Rated system.

· Criticality. This function is very critical. 

· Technical issues. The system must provide means to allow Brevard County Solid Waste Management Department personnel to use a web browser to perform these functions. 
· Tasks. The system must provide a means for the following features:
6.6.1. Update Rate Tables/SW Codes/Billing Units/Comments, etc

6.7. Interface with Different Systems 

Permitting and Enforcement Department

Capture Permit Data

· Description. The system must provide the ability to filter Property Appraiser, Tax Collector, and Accela data into the SWMD Pro-Rated system.

· Criticality.  This function is very critical. 

· Technical issues. The system must provide means to allow Brevard County SWMD personnel to use a web browser to perform these functions. 
· Tasks. The system must provide a means for the following features:
6.7.1. Property Appraiser data

6.7.1.1. The system must have the ability to read the Property Appraiser data and gather all data related to a parcel.

6.7.1.2. The system must have the ability to gather the following data:

6.7.1.2.1. Parcel id

6.7.1.2.2. RE number

6.7.1.2.3. Owner name

6.7.1.2.4. Owner address

6.7.1.2.5. Permit number

6.7.1.2.6. Parcel address

6.7.1.2.7. Permit description

6.7.1.2.8. Final date

6.7.1.2.9. Use code

6.7.1.2.10. Millage code

6.7.1.2.11. Square footage

6.7.1.2.12. Residential / Commercial code
6.7.1.2.13. Legal description

6.7.1.2.14. Aerial Photos (Employee Services)

   6.7.1.2.15. Dates of Sales

6.7.1.2.16. Prior Owners

6.7.1.3. The system must have the ability to gather this data on a daily basis.

6.7.1.4. The system must have the ability to verify the combination of RE number and Permit number do not already exist in the SWMD Pro-Rated Billing system.  
6.7.2. County data

6.7.2.1. The system must have the ability to read the Accela data and gather data related to a closed permit. Accela should be interfaced with the Property Appraiser so the information should be included when the data comes over from the Property Appraiser.
6.7.2.1.1. The permits must only be for unincorporated parcels.
6.7.2.1.2. A closed permit is determined by a date in a field containing the final date of a permit.
6.7.2.1.3. The system must distinguish between closed permits and completed permits.  

6.7.2.2. The system must have the ability to gather the following data:

6.7.2.2.1. Parcel id

6.7.2.2.2. RE number

6.7.2.2.3. Owner name

6.7.2.2.4. Owner address

6.7.2.2.5. Permit number

6.7.2.2.6. Parcel address

6.7.2.2.7. Permit description

6.7.2.2.8. Final date

6.7.2.2.9. Use code

6.7.2.2.10. Millage code

6.7.2.2.11. Square footage

6.7.2.2.12. Residential / Commercial code
6.7.2.3. The system must have the ability to gather this data on a daily basis.

6.7.2.4. The system must have the ability to verify the combination of RE number and Permit number do not already exist in the SWMD Pro-Rated Billing system. 

6.7.3. System must provide functionality to interface with the Property Appraiser’s system.
6.7.4. System must provide functionality to interface with the Tax Collector’s system.
6.7.5. System must provide functionality to interface with the Central Cashier’s system (Accela).
6.7.6. System must provide functionality to interface with the Address Assignment system.
Permitting and Enforcement Department

Identify billable permits

· Description. The system must provide the ability to all SWMD Customer Service Division staff to identify billable permits for the purpose of applying billing criteria.

· Criticality. This function is very critical. 

· Technical issues. The system must provide means to allow Brevard County SWMD personnel to use a web browser to perform these functions. 
· Tasks. The system must provide a means for the following features:
6.7.7. Billable Status

6.7.7.1. The system must provide the ability to categorize permit data from Accela and Property Appraiser to determine whether a permit is billable or not.   There are codes in the Accela applications that can be used for this purpose.  

6.7.7.1.1. The system must distinguish a permit as non-billable making it viewable within the Pro-Rated system as a matter of reference.
6.7.7.1.2. The system must distinguish a permit as billable making it accessible within the Pro-Rated system for processing.
6.7.7.2. The system must provide the ability to review all permits, billable and non-billable, in order to identify incorrect data, and must have the ability to alter the billable status.  In other words, change a billable to a non-billable permit or a non-billable to a billable permit.
6.7.8. Billable Amount

6.7.8.1. The system must provide the ability to calculate and display the amount invoiced based on Millage code, Use code, Billing unit, and Solid Waste code.  

6.7.8.1.1. The different fees calculated using different rate tables are:

6.7.8.1.1.1. Disposal 
6.7.8.1.1.2. Collection 

6.7.8.1.1.3. Recycle

6.7.8.1.1.4. Impact

6.7.8.2. The system must provide the ability to make manual adjustments to the total or individual amounts
6.7.8.3. System will calculate residential property rates based on tables.

6.7.8.4. System will calculate commercial properties rates based on Use Code, Billing Units, Solid Waste code, square footage, count, service      level, etc.

6.7.8.5 System must have the ability to calculate the amount due when an      improvement is upgraded from RV status to Single Family status.

6.7.9. Create Bill without Permit

6.7.9.1. The system must provide the ability to create an invoice when no data exists from either Accela or Property Appraiser.  This may be the case when a real estate closing is occurring and no final date has been entered on a permit at the point of the closing, therefore no data has been imported into the SWMD Pro-Rated billing application.  

6.7.9.2. The system must have the ability to enter the following data:

6.7.9.2.1. Parcel id

6.7.9.2.2. RE number

6.7.9.2.3. Owner name

6.7.9.2.4. Owner address

6.7.9.2.5. Permit number

6.7.9.2.6. Parcel address

6.7.9.2.7. Permit description

6.7.9.2.8. Final date

6.7.9.2.9. Use code

6.7.9.2.10. Millage code

6.7.9.2.11. Square footage

6.7.9.2.12. Residential / Commercial code
6.7.9.3. The system must verify the entered information is not duplicate data.
Permitting and Enforcement Department

Payment Interface with Accela/Central Cashier
· Description. The system must provide the ability to associate payments from the Accela application taken by central cashier with invoices in the SWMD Pro-Rated system.

· Criticality. This function is very critical. 

· Technical issues. The system must provide means to allow Brevard County SWMD personnel to use a web browser to perform these functions. 
· Tasks. The system must provide a means for the following features:
6.7.10. Daily load of Accela data 

6.7.10.1. Solid Waste relies on Central Cashier to collect payments for their Pro-Rated invoices; therefore the Accela application must send payment information to this Pro-Rated application on a daily basis.

6.7.10.2. The following information must be sent. 
6.7.10.2.1. Accela invoice number

6.7.10.2.2. Payment date

6.7.10.2.3. Payment amount

6.7.10.2.4. SWMD Pro-Rated Invoice number or SWMD RE Number. This is to be determined in conjunction with the Central Cashier depending on the actual process the cashiers will take while recording SWMD Pro-Rated payments. The invoice numbers should be generated by the Pro-Rated Bill new system and be accessible by the Accela system. 
6.7.11. Daily Import of Accela data

6.7.11.1. The application must provide the ability to accept Accela data on a daily basis and record payment information into the SWMD Pro-Rated application matching the Accela invoice number with Pro-Rated invoices. Data should be broken down by Disposal fees, Collection Fees, and Impact Fees.
6.7.11.2. The following information must be recorded.

6.7.11.2.1. Accela invoice number

6.7.11.2.2. Payment date

6.7.11.2.3. Payment amount

6.7.11.2.4. SWMD Pro-Rated Invoice number or SWMD RE Number. This is to be determined in conjunction with the Central Cashier depending on the actual process the cashiers will take while recording SWMD Pro-Rated payments.
6.7.11.3. When the application encounters a scenario of not having correct Accela data to match with a specific Pro-Rated invoice the information must be flagged and put in an edit file or error log.
6.7.12. Discrepancy handling 

6.7.12.1. The system must provide the ability to match a payment with an invoice if the automatic import of payments can not programmatically find the associated invoice.  
E&I System

· Description. The system must provide the ability to interface with the E&I system.
· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.

· Tasks. The system must provide a means for the following features:

6.7.13. System shall provide functionality to interface with the E&I system to automatically make corrections in the system.
SWMD Scale Management System (WasteWorks)

· Description. The system must provide the ability to interface with the Scale Management System (WasteWorks).
· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.

· Tasks. The system must provide a means for the following features:

6.7.14. System shall provide functionality to interface with the Scale Management system (WasteWorks).

6.7.15. System shall provide functionality to use the WasteWorks data to generate reports.

Property Appraiser

· Description. The system must provide the ability to interface with the Property Appraiser’s Office data.

· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.

· Tasks. The system must provide a means for the following features:

6.7.16. System must include all Property Appraiser information related to a parcel:
· General Parcel Information: 

· Parcel ID, 

· Map, 

· Millage code, 
· Exemption, 

· Use code, 
· Site address, 
· Tax account, 

· Owner information (name, mailing address, city, state, zip code), 

· Legal description (Plat Book/Page, Sub Name, Lot, Plat link)
· Value Summary (Market value, Agricultural assessment, Assessed value, Homestead exemption, Other exemption, Taxable value)

· Land information (Acres, Site Code)

· Sales information (OR Book/Page, Sale date, Sale amount, Deed type, Sales Screening code, Sales screening source, Vacant/Improved)

· Building information (PDC#, Use code, Year built, Story height, Exterior code, Interior code, Roof type, Roof mater, Floors code, Ceiling code)

· Building area information (PDC#, Base area, Garage area, Open porches, Car port, Screened porches, Utility rooms, Enclosed porch, Basements, Attics, Total base area)

· Extra feature information (Extra feature description, Units)

· PDC List:

· Renumber

· Site address

· Parcel ID

· Primary owner

· Last field check

· Last review date

· Letter

· Exemption code

· Last field checked by

· Last reviewed by

· Sched review

· Property Use code

· PDCS (PDC, Roll year, Year built, EFF age BLDG use, R/C/M)
· Permits ( Permit number, Year, Description, Issue date, Final date, Remarks, Closed, %COM)

· Comments

· BLDG components:

· Renumber

· Parcel ID

· Year added to roll

· INIT

· Market area

· PDC ___  of ___

· Date changed

· RES market

· PHY CUR $

· PHY CUR %

· Linear wall feet

· Depreciation economic

· Year built

· Effective age

· Quality code

· Building use code

· Property use code

· RP

· Known as

· Story height

· Depreciation functional

· Unit square-foot value

· Last field checker

· Last reviewer

· RES/COM/MH

· HEX applicable

· Building sub areas (NC, U/F, DESC, CURR SQF, CUR %)

· Materials:

· Renumber

· Parcel ID

· Primary owner

· Site address

· PDC

· Frame type

· Party wall

· Multi story

· Bedrooms-Res

· Bath-Res

· Verified

· Access

· Fence

· Shed

· Dock

· Seawall

· Parking spaces

· Seating capacity

· Unit count

· Fire suppression

· Construction materials (Type, Code, Percent, Description)

· Extra Features

· Renumber

· Parcel ID

· Primary owner
· Site address

· PDC ___ of ___

· Date changed

· By

· Extra features (Perm, Yr add, Code, Description, EFF age, Units, ADJ, %)

· Totals & Calcs

· Renumber

· Parcel ID

· Roll year

· Homestead area

· Total units

· Total sqft value

· Adj. sqft value

· Depreciation %

· PDC-NO ___ of ___

· INIT

· Base area

· Unit value

· Size Adj. factor

· Adjusted area

· Total Adj. area

· Date changed

· Comments

· Permit

· Permit number

· Renumber

· Parcel ID

· Primary owner

· Description

· Site address

· Closed

· By

· Permit roll year

· Remarks

· Comments

· Issue date

· Final date

· FPL date

· Close date

· Percent complete

· Permit amount

· Inspection date

· Inspected but not complete

· TF date

· TD date

· WF date

· Permits (Permit number, Year, Description, Issue date, Final date, Remarks, Closed, %COM)

· Land

· Renumber

· Parcel ID

· Primary owner

· Site address

· Lad segment

· Comment

· Applied land code

· Site code

· Homestead

· Depth-feet

· Land code 1-Acres

· Land code 2-Square-feet

· Land code 3-Front-feet

· Land code 4-Effective front-feet and Factor

· Land code 5-Lots/Units

· Unofficial zoning

· Unofficial future land use

Tax Collector
· Description. The system must provide the ability to interface with the Tax Collector’s Office data.
· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.

· Tasks. The system must provide a means for the following features:

6.7.17. System must include current year and all available prior year tax history.

6.7.18. System must include mortgage company information.

6.7.19. System must be able to get a report with Parcel ID/information, with Mortgage Company name and information for the particular billing cycle.

6.7.20. System must provide prior taxpayer information.  (Currently, it shows the current owner for all tax years even though they didn’t pay prior year’s taxes.)
Address Assignment
· Description. The system must provide the ability to interface with the Address Assignment data.
· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.

· Tasks. The system must provide a means for the following features:

6.7.20. System must include all temporary addresses.
6.7.21. System must include a notification when new addresses are entered into the system.

6.8. Track Customer Complaints/Issues

· Description. The system must provide the ability to track customers’ complaints/issues.
· Criticality. This function is very critical.

· Technical issues. The system must provide means to allow authorized County employees to perform these functions.

· Tasks. The system must provide a means for the following features:

6.8.1. System must be able to track customers’ complaints/issues and interface with the E&I process.

6.8.2. System must include: Date, RE number, owner name, owner address, site address, complaint, resolution.

6.9. Data Migration

· Description. The system must provide the ability to migrate data from legacy system. 
· Criticality. This function is very critical. 

· Technical issues. The system must provide means to allow users to link past data to the new system. 
· Tasks. The system must provide a means for the following features:
6.9.1. All SWMD data located in the Saturn system should to be cleansed.

6.9.2. All SWMD data located in the Saturn system must be migrated.

7. Interface Requirements

This section describes how the software interfaces with other software products or users for input or output. 

7.1. User Interfaces
This section describes how the software interfaces with other software products or users for input and/or output.

7.1.1. GUI

7.1.1.1. A description of all menus and their components should be provided for menu-driven screens.

7.1.1.2. Provide application guides or online assistance methods
7.1.1.3. Provide operating guidelines and procedures

7.1.1.4. Provide user manuals

7.1.1.5. Provide disaster/recovery guidelines.
7.1.1.6. Maintenance procedures

7.1.1.7. The system must provide the ability to make all information pertaining to a parcel available to users without having to exit the application and enter another one.

7.1.1.8.  The system must provide the ability to only allow one individual to edit a parcel at a time. It should provide a message to anyone else that states “File in use, please try again later.” However, others should be able to view information.
7.1.2. Diagnostics

7.1.2.1. Provide method to obtain debugging information or other diagnostic data.

7.1.2.2. The debugging and diagnostic methods must be identified and described.

7.2. Hardware Interfaces
7.2.1. Hardware Considerations

7.2.1.1. System must capture signature from field devices.
7.2.1.2. System must provide the ability to print locally for in person transactions and reporting capabilities.
7.3. Software Interfaces
7.3.1. Primary access to system:

7.3.1.1. The primary access method to the system will be through the new SWMD system.
7.3.2. Administration environment

7.3.2.1. Administration of the system will be managed through the SWMD system and/or IT Department.
7.3.3. System and the Scale Management System link

7.3.3.1. The Interface is to associate information from the Scale Management system to the new SWMD system.

7.3.4. System and the Permitting and Enforcement Department System link

7.3.4.1. The Interface is to associate information from the Permitting and Enforcement Department system (Accela) to the new SWMD system.
7.3.5. System and the Electronic Signature System link

7.3.5.1. The Interface is to associate documents electronically signed to support retrieval of those documents identified from the SWMD system.

7.3.6. System and the Property Appraiser’s system link

7.3.6.1. The interface is to bring parcel information from the Property Appraiser’s system into the SWMD system

7.3.7. System and the Tax Collector’s system link

7.3.7.1. The interface is to provide the ability to obtain current and prior years tax information on a selected parcel

7.3.8. Client based software must be able to run under Microsoft Windows XP or higher. Vendor must provide minimum requirements including processor/RAM/disk space.

7.3.9. Server based software must be able to run under Microsoft Windows XP and higher, IBM AIX 5.2 and higher or Linux (Red Hat or SUSE). Vendor must provide minimum requirements, including processor/RAM/disk space.

7.3.10. Vendor software should be able to interface with/use Oracle 9 or higher. 
	Number
	Description
	Notes

	5.1.3.1 
	The system shall be able to display information requested from Accela interface
	

	5.1.3.2 
	The system shall be able to display information requested from WasteWorks interface
	

	5.1.3.3 
	The system shall allow authorized county employees to view all information related to a parcel
	

	5.1.3.4 
	The system shall be able to display information requested from the Property Appraiser’s interface.
	

	5.1.3.5 
	The system shall be able to display information requested from the Tax Collector’s interface.
	


	Number
	Description
	Notes

	5.2.1.1 
	The system shall allow user to search within a given content type.
	Residential units, commercial units permit, CO, Use Code, Millage Code,  etc.

	5.2.1.2 
	The system shall allow users to assign ‘CO date’ as metadata for ‘residential permit’ content type.
	

	5.2.1.3 
	The system shall allow users to assign ‘CO date’ as metadata for ‘commercial permit’ content type.
	


	Number
	Description
	Notes

	5.3.1.1 
	The user shall be able to browse commercial units by permit number/RE number/parcel ID/address/subdivision/Use Code
	

	5.3.1.2 
	The user shall be able to browse residential units by permit number/RE number/parcel ID/address/subdivision/Use Code
	

	5.3.1.3 
	The system shall allow content type reuse across site collection libraries.
	All information available from all applications.


	Number
	Description
	Notes

	6.2.1.1 
	The system roles shall be assigned to Active Directory groups, when possible.
	AD groups organized around work functions and/or organization will work well in these cases.

	6.2.1.2 
	The system should not allow information imported from Property Appraiser, Tax Collector, and other applications to be altered by SWMD personnel.
	SWMD personnel should only be able to alter SW data.

	6.2.1.3 
	Domain user accounts for running the system and SQL services shall be assigned using the principle of least privilege
	All service accounts should be domain accounts

	6.2.1.4 
	The system Central Administration application shall be run over HTTP on a non-standard port which is not available from outside the Brevard intranet
	Port is randomly assigned by default, but can be named

	6.2.1.5 
	The file upload restrictions shall be the same as those that Brevard employs for email use
	Administrator can specify which file extensions are blocked by the system. 

	6.2.1.6 
	The system shall use separate application pool accounts for central administration and each unique Web application.
	

	6.2.1.7 
	The system shall employ encrypted communication methods between servers in the server farm where necessary.
	

	6.2.1.8 
	The system shall authenticate users via Active Directory.
	BREVARDCO domain

	6.2.1.9 
	The server operating systems shall be configured with the NTFS file system
	

	6.2.1.10 
	The system shall be able to deliver alerts through the existing Exchange environment
	


	Number
	Description
	Notes

	6.2.2.1 
	The system shall be able to scale out to accommodate additional user requests
	Addition of third WFE and redistribution of application roles

	6.2.2.2 
	The system shall be able to scale out to accommodate failover capabilities for data
	Clustered DB for high availability

	6.2.2.3 
	The system shall be designed to accommodate storage requirements for future county content.
	


	Number
	Description
	Notes

	6.2.3.1 
	The system shall be able to respond to page requests within 3 seconds.
	24/7


	Number
	Description
	Notes

	6.2.4.1 
	Routine system maintenance shall only be performed during prescribed hours for business-critical applications
	

	6.2.4.2 
	The system content shall be backed up nightly to a location other than the production operating environment
	Content databases

	6.2.4.3 
	The system database backup strategy shall adhere to standards established by Brevard County for internal business-critical applications
	

	6.2.4.4 
	The system shall allow for recovery of individual projects
	Up to the prior evening’s backup point

	6.2.4.5 
	The system shall allow for document level recovery at the user level
	User recycle bin

	6.2.4.6 
	The system transaction logs shall be backed up to a location other than the production operating environment
	Interval TBD; backup to SAN partition

	6.2.4.7 
	The recovery time for a site collection with less than 10GB of content shall be 4 hours or less
	

	6.2.4.8 
	The recovery time for a site collection with greater than 10GB of content shall be 8 hours or less
	

	6.2.4.9 
	Errors generated by customized code shall be captured in application-specific event log
	


8. Project Constraints

8.1. General Constraints

8.1.1. General Constraint Considerations
8.1.1.1. The system must provide for a web-based interface for the user community. The web-based interface shall function properly across a minimum set of brands and version of browsers. At minimum it should work with MS Internet Explorer version 5.5 or higher, and Netscape Navigator version 7.01 or higher.

8.2. Hardware Limitations

8.2.1. Hardware Limitations Considerations

9. Non-functional Requirements

This section will specify any other particular non-functional attributes required by the system. Security requirements are identified from several perspectives. There are application security features, securities by user class for certain functions and data, and data security features.
9.1. Security

Security requirements are identified from several perspectives. There are application security features, securities by user class for certain functions and data, and data security features.

9.1.1. Application Security

9.1.2. Data Security

9.1.2.1. The system must encrypt all passwords stored in the database

9.1.2.2. The system must store the identity of the individual that created, deleted or last modified a record along with timestamps.

9.1.2.3. The system must provide the ability to capture audit information.

9.1.2.4. The system must have a means to backup and restore data.  The restore function must be able to restore from a backup and add any transactional data created since the backup.
9.1.3. Functional Security

9.1.3.1. The system must encompass user authentication and authorization with assignment of roles to users and system privileges associated with the user roles.  

9.1.3.2. The system must provide functional security to hide functions or data from view if a user is not permitted access.

9.2. Performance
Performance is a particularly key for Web applications; the main performance criterion is the response time. The following the major factors affect the response time:

9.2.1. Performance Considerations
9.2.1.1. Information should be made available and be stored in a maximum of sub 5 seconds.

9.3. Availability/Reliability

Availability is the amount of time a system or component is online, ready to perform its specified function. Hence availability is closely related to reliability, as availability is reliability plus the time required to bring a system back to normal operations after it goes offline.

9.3.1. Availability/Reliability Considerations

9.3.1.1. The system should be available 24 hours, seven days a week, to accommodate performing all tasks and functionality.

9.3.1.2. The web portion of the system should be available 24 hours a day and 7 days a week.

9.3.1.3. Documents should be fully available on the system for at least the required retention periods.
9.3.1.4. Must have the ability to archive data that has passed the retention  

             Period, but must be available if it is necessary to access the data.
9.4. Maintainability and Support

The intended system should be maintained and repaired easily. Maintainability is defined as the ease with which a software system or component can be modified to correct faults or errors, improve performance or be adaptable to accept new functionality. Maintainability is a measure of how easy it is to keep the system functioning. Maintainability requirements define how the system is to be maintained at an operational level after it has been put into production.

9.4.1. Maintainability and Support Considerations

9.4.1.1. The system should be designed that episodes of unexpected downtime will not exceed 5 hours per year. 

9.4.1.2. The system should provide for scheduled system downtime for maintenance will not exceed five days a year, should occur during off peak usage and each instance should not exceed 4 hours. 

9.4.1.3. The system should ensure that minor defects in an application or a component are easy to correct from the perspective of the vendor and County System Administrator. 

9.4.1.4. The system should ensure that minor enhancements to an application or component are relatively easy to implement from the perspective of the vendor and County System Administrator. 

9.4.1.5. The system should minimize maintenance costs.

9.4.1.6. The system must provide the ability to maintain the system remotely or electronically. 

9.4.1.7. The system must provide a message when the system is down for maintenance letting citizens and county users know when they can expect the system to be operational.
9.5. Training

There will be training required for the SWMD and the IT Department staff prior to the deployment of the intended system. The training shall be identified and prepared with user and vendor participation.

9.5.1. Training Considerations

9.5.1.1. Teach how to access on-line support

9.5.1.2. Provide an overview of system including hands-on training exercises, navigation through screens and processes.

9.6. Accessibility

This section will outline the system requirements related to equal access to computer software to all, including people with cognitive and physical disabilities. This has two meanings: software should be as flexible as possible to accommodate as many users as possible as well as compatible with assistive technologies used by people with disabilities (e.g. screen readers).

9.6.1. Accessibility Considerations

9.6.1.1. The system should use accessibility features in those areas that affect a large number of users 

9.6.1.2. The system should incorporate accessibility features in those parts of the application that users will use frequently and are integral and necessary 

9.6.1.3. The system should ensure the application is compatible with accessibility aids 

9.6.1.4. For web components follow the W3C (World Wide Web Consortium) recommendations 
9.7. Extensibility

The intended system must provide the ability to handle the growth of functionality. Brevard County initial plan is to use a SWMD system for the Pro-Rated Bill and Annual Assessment processes and its interface with other systems.  In the future the county may expand the use of this system to other SWMD processes.
9.8. Scalability

Scalability is the ability to increase system capacity by upgrading hardware and software.  The intended system must provide the ability for scalability without extensive modifications to the application software.

10. Best Practices
	No.
	Name
of the 
County - 
State
	Unit
Responsible
	Unit Specialized in Solid Waste only
	Method of Application
	Budget Assessment
	Bill Sent Via
	Reference

	
	
	
	
	
	
	
	

	1
	Seminole County,
Florida
	Municipal Services
Benefits Unit
	No
	Phone, 
Online (For recycling only), Email, Mail
	Annually
	Mail and billed
 as a non-ad 
valorem tax
	http://www.seminolecountyfl.gov/fs/msbu/msbuprog.asp

	2
	City of Orlando, 
Florida
	Solid Waste Division
	Yes
	Online (For recycling only)
	Annually
	Mail
	http://www.cityoforlando.net/
public_works/solidwaste/index.htm

	3
	Citrus County, 
Florida
	Solid Waste Management
	Yes
	Phone-  Fax - 
Email - Mail
	Annually
	Mail
	http://www.bocc.citrus.fl.us/swm/solid_waste.htm

	4
	Levy County,
Florida
	Solid Waste Department
	Yes
	Phone-  Fax - 
Email - Mail
	Annually
	Mail
	http://www.levycounty.org/

	5
	Duval County,  
Florida
	Solid Waste Division under the Public Works Department
	Yes
	Online (For service request and complaints) - Phone
	Annually
	Mail
	http://www.coj.net/Departments/Public+Works/Solid+Waste/default.htm

	6
	Escambia County,
Florida
	Solid Waste 
Management Department
	Yes
	Fax - Phone
	Annually
	By Person
	http://www.co.escambia.fl.us/
departments/solid_waste_manag/default.php

	7
	Alameda County,
California
	Alameda County Environmental 
Health Solid/Medical Waste
	No
	Phone, Email, Mail
	Annually
	Online
	http://www.acgov.org/aceh/solid/index.htm

	8
	New York County, 
New York
	Department of Sanitation
	No
	Online (For some request and to schedule appointments), Mail
	Annually
	Mail
	http://www.nyc.gov/html/nycwasteless/html/recycling/recycle_what.shtml


11. Current Process Performance

The evaluation criteria are supported by the Supply Chain Operation References (SCOR) Model and are based on five principals of performance: Reliability, Responsiveness, Flexibility, Cost, and Profitability. These principals are weighted according to the relevance that each principal criteria has through the behavior of the system.  The total weight of the system is 100%. 

In addition, each principal criterion has its own standard explained through questions which are weighted and scored between 0-100 percent according to the evaluator. The principal criteria are evaluated according to the definitions below:
· Reliability: Describes the performance of the SWMD Customer Service Division in delivering the customer request to the correct place, within the required time frame, in the condition required, with the necessary documentation, to the assigned staff.

· Responsiveness: Describes how quickly the SWMD Customer Service Division processes provide the service to the correct customers.

· Flexibility: Describes the ability of the SWMD Customer Service Division processes to respond to customer changes.

· Cost: Describes the cost associated with operating the SWMD Customer Service Division processes in terms of man-hours.

· Profitability: Describes the effectiveness of the SWMD Customer Service Division n managing assets to support demand satisfaction.
	Reliability Overall Weight:  93.9  %     
	
	
	

	Criteria
	Weight
	Score
	Total

	Is the SWMD Customer Service Division customer request assigned and delivered to the correct staff?
	25.0%
	98.0%
	24.5%

	Is the SWMD Customer Service Division customer request reviewed at the right time?
	50.0%
	95.0%
	47.5%

	Does the SWMD Customer Service Division customer request contain the necessary information to be processed?
	25.0%
	90.0%
	22.5%

	 

	Item Delivery Performance
	25%

	Perfect order fulfillment
	69%

	SWMD Customer Service Division customers’ requests are delivered to the right staff 98% of the time. This division usually reviews the customer request 95% on time; this is because of the lack of searching capability that does not allow the employees to work faster. It is determined that the SWMD Customer Service Division customers requests contains the necessary documentation 90% of the time and is very rarely returned due to lack of documentation. 

	

	Responsiveness Overall Weight:   94 %     
	
	
	

	Criteria
	Weight
	Score
	Total

	Is the SWMD Customer Service Division customer request provided at the right time to the assigned staff?
	20.0%
	95.0%
	19.0%

	Is the SWMD Customer Service Division customer request provided at the right time to the specific Process/System?
	30.0%
	90.0%
	27.0%

	Is the SWMD Customer Service Division service provided at the right time to customer?
	50.0%
	95.0%
	47.5%

	 

	Lead time
	94%

	SWMD Customer Service Division customers requests/service are provided at the right time to the assigned staff 95% of the time, it is provided at the right time to the specific Process/system 90% of the time. This situation is caused by the lack of connection among processes/systems. This situation causes a delay on providing the service to the customer 5% of the time. It is determined that the SWMD Customer Service Division responsiveness is approximately equal to 94%, due to lack of documentation and data integration. 

	

	Flexibility Overall Weight:  97%     
	
	
	

	Criteria
	Weight
	Score
	Total

	Is the SWMD Customer Service Division customer request changes communicated to the external customers?
	70.0%
	100.0%
	70.0%

	Is the SWMD Customer Service Division customer request changes communicated to the internal customers (Brevard County)?
	30.0%
	90.0%
	27.0%

	 

 

	Response time
	97%

	

	The SWMD Customer Service Division customers’ requests changes are communicated to the external customers, either via fax or calling 100% of the time, as well as internal customers (90% of the time). It is determined that the response time of this SWMD Customer Service Division is satisfactory over 97% of the time indicating that this division has developed a method to communicate even though the current system does not provide it.

	

	Cost Overall Weight:  100 %     
	
	
	

	Criteria
	Weight
	Score
	Total

	Is the SWMD Customer Service Division customer request associated with any cost?
	33.3%
	100.0%
	33.3%

	Is the SWMD Customer Service Division service returned for rework associated with any cost?
	33.3%
	100.0%
	33.3%

	Is the SWMD Customer Service Division service returned to the assigned staff?
	33.3%
	100.0%
	33.3%

	 

	Cost
	100%

	Item Return
	100%

	SWMD Customer Service Division service returns are associated with a cost 100% of the time. The time spent by the SWMD Customer Service Division staff is associated with a cost in terms of man-hours. The SWMD Customer Service Division service returned is typically passed through more personnel than necessary (going back and forth between staff to gather information). This situation is caused by the lack of searching capability and data integration.

	

	Profitability Overall Weight: 90 %     
	
	
	

	Criteria
	Weight
	Score
	Total

	Is the SWMD Customer Service Division service associated with any income?
	100.0%
	90.0%
	90.0%

	 

	Operating income
	90%


12. Process Improvement

Prorated Bill Process

The Prorated Bill process can be improved with the use of a new system. A new system that will have the data needed at all times.

1. CO data integration and pre-processing:

a. Certificates of Occupancy (CO) - SWMD Customer Service Division staff must be notified as soon as a CO is issued in order to bill the property. This should be done through an interface with the Accela system. 

b. Codes used in the Accela system must be able to identify whether the property is billable or not. 

c. Cities must notify the SWMD Customer Service Division when COs are issued. 

2. System must interface with the Accela system to verify impact fee payments.  
3. Invoice Generation and Collection System:

a. Payments must be collected in the new system to avoid the collection of bad checks, fees, and payments processed incorrectly, or posted to the wrong account.  

b. Invoice number should contain a bar code.
c. Complete, Partial, and Late payments
4. Corrections/updates must be entered once in the system.

5. Automatic Refund process

6. Creation of liens automatically at the end of the year for delinquent properties.

7. System must allow the users to change the interest rate for commercial property.
8. When delinquent commercial property, the system must add the interest rate to the amount due monthly.  

9. Report generation.
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Figure 6.New Pro-Rated Bill Process
Annual Assessment Process

The Annual Assessment process can be improved with the use of a new system. A new system that will have the data needed at all time.

1. Allow SWMD Customer Service Division authorized staff to update rates.

2. Automatically notifies haulers at the beginning of April of each year.

3. Hauler data extraction (Residential, Commercial, and Government):

a. Hauler date screens

b. Data extraction

c. Data verification 

d. View previous data (history)

e. Export data for haulers

Assumption: One format for all haulers

4. Provide one format type for the haulers to complete report and allow them to submit it through the new system.

5. Data validation process:

a. Hauler verification.

6. System will flag inaccurate data to the SWMD Customer Service staff for corrections.

7. Eliminate the Green Bar report and generate our own report merging government data, gate accounts, and other.

8. Report generation (about 25 reports)
9. WasteWorks data extraction (if there is a commercial activity they will be part of the assessment)

10. Government data calculation:
a. Data validation process

b. Invoice generation

c. Collection system

11. Calculation of BUs
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Figure 7.New Assessment Process (IC Process)
E&I Process

The new system will interface with the E&I system in order to improve the efficiency of the SWMD Customer Service Division staff.  

1. The adjustment process must be easier and done from one entry.

2. E&I system must be available from the beginning of November until the date the Tax Collector decides.

3. Error request

4. Error verification mechanism for the Pro-Rated Bill and the Assessment Processes.

5. Error-correction system:

a. Manual refund

b. Automatic refund calculation

c. New invoice generation

6. Assessment process:

a. Tax collector (Integration with the E&I system)

b. Error-confirmation for Tax Collector after Tax Correction period

7. Notification for customers and Tax Collector 
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Figure 8.New E&I Process
Lien Process
The Lien process can be improved with the use of a new system. A new system that will have the data needed at all time:

1. Unpaid invoices report 

2. Notification letter to customers

3. Form to submit to clerk’s Office

4. Update lien status (every four months or as soon as paid)

5. Notification about status

6. Payment collection
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Figure 9. New Lien Process
Reports Generation

The new system will provide reporting capability. 

1. Templates for frequent reports must be included in the system.  

2. SWMD Customer Service Division must be able to modify templates if needed.

3. SWMD Customer Service Division must be able to create new report templates when needed.

13. Risk Analysis

	
	Risk Statement 
	

	
	Condition
	Consequence
	Probability
	Impact
	Exposure
	Mitigation
	Contingency
	Triggers

	People
	Unable to interview stakeholders
	Unable to identify needs
	0.10
	1.00
	0.10
	Several meetings, time, and types of interview
	External benchmarks
	Communication Plan, timetable

	
	Stakeholders lack of knowledge about processes
	Improper analysis
	0.20
	1.00
	0.20
	Process mapping and discussions
	External benchmarks
	Flowcharts, Process description

	
	Unable to identify different needs
	Unable to meet customers' satisfaction 
	0.30
	0.67
	0.20
	Multiple sources and methods to obtain information
	Benchmark against historical data & externally
	Timetable

	
	Unable to gather correct information from cities (16)
	Unable to perform the calculation of the IC process correctly
	0.50
	1.00
	0.50
	Brevard County can initiate all negotiation with the different cities
	External benchmarks
	Timetable

	
	Reliance on SWMD information
	Inaccurate assessment 
	0.40
	0.90
	0.36
	Multiple sources and methods to obtain information from PAO, Tax Collector
	External benchmarks
	Timetable

	
	Proper  response from the stakeholders
	Subjective information
	0.10
	0.40
	0.04
	Multiple sources and methods to obtain information
	Benchmark against historical data & externally
	Timetable

	Process
	Identify critical aspects of the SWMD processes
	Unable to provide recommendations for improvement 
	0.20
	0.60
	0.12
	Multiple sources of information
	External and historical benchmarks
	Timetable

	
	Extent of  information available
	Improper analysis
	0.30
	0.40
	0.12
	Increase number of sources of information
	External benchmarks
	Timetable

	Technology
	System availability 
	Unable to retrieve information 
	0.40
	0.80
	0.32
	System backup
	Benchmark externally
	TBD

	Environment
	Unable to use proposed technology
	Unable to reach performance goals
	0.20
	0.90
	0.18
	Multiple sources of information
	Benchmarks
	Timetable


14. Conclusions and Recommendations

A number of major concerns have arisen around the management of the systems used to support the efforts of the Solid Waste Management Department Customer Service Division at Brevard County. The existing systems utilized by the employees (Saturn, Access, Accela, WasteWorks, E&I, etc) have a low level of usability and allow, through the existing business processes, incorrect and duplicate data to be entered into multiple locations (Saturn, Spreadsheet, etc). In addition, multiple databases have risen due to the concerns of where the most correct and accurate data may be obtained.

The personnel of the SWMD Customer Service Division do not have sufficient time to address these issues as they are currently busy maintaining the existing system along with their normal workloads. Other departments and divisions within the County have a high reliance on the information managed in these databases. To correct these problems the following recommendations are made:

1. Process map and process improvement.

2. Implement new policies to ensure the quality of data entering the system. 

3. Address the problem of the workload created by the use of different systems.

4. Design and development of a new system.

The block diagram below explains the role of the new SWMD Customer Service Division Process-Oriented Information System. The customers are only interested in results. The new SWMD Customer Service Division Process-Oriented Information System will be designed to better support customers and to improve the current results, providing beginning-to-end integration of all the activities of the SWMD Customer Service Division. 

	Customers

	Results

	SWMD Customer Service Division Process-Oriented Information System


The results that can be improved are summarized in the table below:
	Results
	Improvement Opportunity

	Reliability 
Describes the performance of the SWMD Customer Service Division in delivering the service to the correct place, within the required time frame, in the condition required, with the necessary documentation, to the assigned Department. 
	6%


	Responsiveness 

Describes how quickly the SWMD Customer Service Division provides the services to the correct customers.
	6%

	Flexibility 

Describes the ability of the SWMD Customer Service Division to respond to customer changes. 
	3%

	Cost 

Describes the cost associated with operating the SWMD Customer Service Division in terms of man-hours. 
	35%

	Profitability 

Describes the effectiveness of the SWMD Customer Service Division in managing assets to support demand satisfaction.
	10%


The new Process-Oriented Information System will provide:
1. Accountability. Some groups of users keep selected records, but there is no common accountability system that tracks the performance based on the goals of the whole process rather then narrow tasks. This does not lend itself to the tracking of processes or employee Performance Measures.

2. Integration. The current system only supports select tasks of individual functional staff, which results in isolated and fragmented data. Additionally, staff cannot always view critical comments or actions taken by other groups. This generates an environment with multiple databases storing redundant and incomplete information, and results in numerous miscommunications.
3. Reduce Cycle-Times. Due to the lack of an overall tracking system, an inordinate number of in-person communication and phone calls are necessary to check the status of an item. Use of paper instead of digital documents adds to the difficulty of physically locating needed information, which prolongs turn-around times.

4. Successful Training Efforts. The current systems have few standards, require high energy ad-hoc training, and involve tricky procedures to do some tasks.  They utilize unfriendly and non-standard user interfaces.

5. Proportionate Maintenance and Scalability. System performance upgrades are expensive, slow, and driven by technical limitations. The current task oriented system employs fragmented, incongruent databases and interfaces, and utilizes proprietary technology. This makes it very complex and expensive to adapt to new customer and business requirements.
Technical Recommendations
Internet Development Framework

In order to have an SWMD Customer Service Division Process-Oriented Information System it is necessary to select an Internet Development Framework that provides a unified environment where the different software modules can be integrated. The .Net framework will provide:
1. Development Cycle. .Net provides a robust object framework allowing the development team to focus on the core business logic. Microsoft languages and development environment (Visual Studio .NET) and support (MSDN) provide a simplified learning curve allowing developers to become productive quickly.

2. Cost. Estimated cost to deploy a web services framework on a four server cluster is about $24,000
.

3. Integration. Easy integration with desktop applications such as MS Office, MS Exchange, SharePoint, Access, Internet Explorer and other applications.
4. Security. .Net provides standards-based security features.
5. Performance. .Net provides a scalable high performance capability.

In conclusion, our recommendations based on the business and technical evaluation can be summarized with the following list:

· Design and implement a process-oriented system to replace the current task-oriented system.  The new system should support, from beginning to end, all the activities of the SWMD Customer Service Division. 

· The new system will help to improve the results to the customers regarding reliability (by 6%), responsiveness (by 6%), flexibility (by 3%), cost (by 35%), and profitability (by 10%).

· The new SWMD Customer Service Division Process-Oriented Information System should be based on .NET Internet Development Framework because it will enable faster development cycles, less cost, and easy integration with new and existing applications.

· Updating multiple databases must be eliminated to streamline the process.  This would significantly improve, and attempt to resolve, two important issues:  Accuracy and Efficiency.  The new process would eliminate multiple entries and eliminate the possibility of different information being assigned to the same location.  

· Many of the processes start with an outside entity finding a problem in dealing with an existing service or needing a new service. Initial contact should provide the information that SWMD Customer Service Division needs in a digital format, replacing telephone calls which disrupt staff’s scheduled activities, increasing staff efficiency. All possible requests should be available on-line. Customers should be able to complete a request form, which SWMD Customer Service Division requires, at that person’s home, office, from the field using wireless technology, or on public computers. Once the data is received, the new system should route the information to the correct person, according to the new flowcharts
. 
· Data Elements: The data elements that are needed by the various users of SWMD Customer Service Division will be identified and the ability to access these elements will be determined for each group of users. This is a necessity for the integration of the user groups in the SWMD Customer Service Division system.

· Control of the SWMD Customer Service Division Database: Only SWMD Customer Service Division employees are allowed to enter information into the SWMD Customer Service Division database. The system needs to be modified to prevent inaccurate data from being entered, and a simple check of basic entry rules needs to be performed. A training program for those employees should be implemented.

· All redundant SWMD Customer Service Division data in various databases should be eliminated as they are identified.

· Acceptable values for each field needs to be established. Consistency of each field of every record needs to be verified.

· Accuracy of questionable information needs to be verified through field checks.

�I’m not sure I understand this.





THIS WAS PART OF THE FIRST COMMENTS DOCUMENT PROVIDED





�Please explain this. Is this to just house SWMD information and front-end?  What does the cluster consist of?


�This would be nice, but I don’t believe it’s practical given the demographics.  But it would be an option.





PAGE  
64

_1256035524.unknown

_1256556802.vsd
Prorated Data File


System generates report of Unpaid Invoices > 1 Year Old


File Lien with Clerk of Court and Update Lien Information


Notify Property Owner Lien has been Released.


Payment Recieved


Yes


Prepare Release of Lien Document and File with Clerk of Court


End


Wait for Lien to be Satisfied


No


Payment Recieved


Yes


Notify Property Owner of Lien Quarterly


No


System generates Monthly Report of Liens Paid


Update Lien Release Information in the System


Notify Property Owner Lien status


Property Owner is sent a 10 day and 72 Hour Letter


SWMD System


Lien satisfied?


No


Yes


Payment Recieved


No


Yes



