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Summary

Completed:

Sign Shop – Lean process review / Inventory 
control

Procurement Controls – status update

3 Confidential Investigations

In progress:

Training documentation review



SIGN SHOP LEAN PROCESS REVIEW 
& INVENTORY CONTROL



Sign Shop

Overview:
The Sign Shop manufactures regulatory and non-regulatory 
signage for the City and external customers

Product Offerings:
 Stock Signs

 Custom order signs

 Name plates

 Vehicle graphics

 Interior wall graphics

 Decals & stickers

 Braille signage



Sign Shop Review

Audit Objective:
To analyze sign shop process and inventory controls to 
ensure inventory is accurately recorded and billed, and 
the process is efficient and effective as possible. 

Scope:

 Sign shop process from order to fulfillment

 Customer satisfaction

 When to use sign shop vs. outsource

Out of Scope:

• Value for money analysis



Methodology

 Staff training on Lean

 Current state mapping

 Customer survey (internal and external)

 Identification of problems and control gaps

 Root cause analysis

 Solution generation

 Implementation planning and execution



Findings

• 3 main problem areas identified:

– Cost estimates and intake process

– Inventory accuracy

– Work order accuracy



1. Cost Estimates / Intake Process

Problem:

• Customers want to know up front how much 
the custom sign will cost

• Time and effort required to gather 
requirements and follow up on valid cost 
centres to charge

• Estimation time is not chargeable to the 
customer – Sign Shop must bear this cost



Solutions

• Online intake form with mandatory fields

• Sign Shop intranet page



Expected Impacts

• Customers can self-serve information such as 
sign ideas, materials, relative cost, when to 
outsource

• Decrease in cost estimates requested

• No missing information or cost centres

• Saves both staff and customers time

• No missing or delayed orders



2. Sign Shop Inventory Accuracy

Problem:

• Multiple divisions touch the work order which 
leads to missing paperwork and delay in 
inventory relief

• Incorrect raw materials due to:
– Stock outs related to missing paperwork

– Short-shipped orders from Stores or supplier

– Incorrect quantity or material dispersed from 
Stores



Solutions

• Regular cycle count program

• Minimum re-order point set in SAP

• Sign Shop given access to view SAP inventory

• Digital solution for stock usage including 
scanners, barcodes and Excel



Solutions

• Stock clean-up of parts >5 years old

• Racking for better visibility of stock



Solutions

• Specification templates created for each type



Solutions

• Incoming bundles counted and labeled

• Reorganized and labeled storage shelves

Before After



Expected Impacts

• No missing paperwork or delayed inventory relief

• Accurate inventory levels at all times and no 
stock-outs

• More space and decreased number of parts to 
count

• Signs meet specifications

• Correct quantity and part numbers dispersed

• Save time and eliminate rework



3. Work order Accuracy

Problem:

• Work orders found to have incorrect materials 
charged

• Manual process subject to keying errors

• Some product charged out in full sheets vs. 
what was used

• Over or under charge the customer



Solutions

• Digital solution for stock usage

• Cityworks access for Stores staff

• Use digital solution for sheet material and 
only charge out what material was used



Expected Impacts

• No keying errors on parts

• Ability to look up workorders to ensure 
product matches the project

• Reduction in incorrect workorders

• Customers are accurately charged for their 
signs



Conclusion

• Simple solutions with large impacts

– Improved accuracy of inventory and workorders

– Improved customer service

– Reduction in waste and rework

• Sustainment plan to ensure completion of 
actions and continued focus on improvement



PROCUREMENT CONTROLS



Status Update

Status Update Objective:
To hold staff accountable for addressing audit findings 
and identify areas without significant progress.

Original Audit Objective:

To ensure that procurement controls are adequate to 

safeguard from theft.



Status of Recommendations

Status Number of 
Recommendations

Total recommendations 5

Complete 3

In progress 1

Not started 1

Not required 0

• Audit detection feature activated in SAP Concur
• Lack of resources for vendor and master file 

analysis



CONFIDENTIAL INVESTIGATIONS



Confidential Investigations

Audit Objective:
To investigate and respond to any allegation of fraud, 
theft or misconduct by City staff or Council.

3 Cases:
 1 case – not enough details to substantiate

 2 cases – termination with cause and recovery of 

funds

 Isolated instances

 Detective controls in place when preventative controls 

overridden


