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The Governor of California
President pro Tempore of the Senate
Speaker of the Assembly

State Capitol

Sacramento, California 95814

Dear Governor and Legislative Leaders:

As requested by the Joint Legislative Audit Committee, the California State Auditor (state
auditor) presents this audit report concerning the California Public Utilities Commission’s
(commission) ‘fransportation Enforcement Branch’s (branch) efforts to regulate passenger
carriers, as well as its use of {ees it collects from these carriers.

This report concludes that the branch does not adequately ensure that passenger carriers
comply with state law. Specifically, we found that the branch has not established formal policies
and procedures for staff to follow when addressing complaints against passenger catriers, and
it does not ensure that staff resolve these complaints in a timely or adequate manner. Without
formal guidance, investigators have not always ensured that passenger carriers comply with
critical safety requirements. In addition, when the branch’s investigators have issued citations
to passenger carriers, the citations have been for amounts much lower than state law allows.

We also determined that the commission fails to perform periodic reviews of passenger carrier
fee payments, which are based on a percentage of revenues, to ensure that the State receives
the appropriate amount of fees. Further, because the commission’s accounting staff do not
compare the amount it collects from passenger carriers to the amount spent regulating those
carriers, the commission cannat ensure that it spends passenger carrier fees only on regulating
those carriers, and risks being unable to support the validity of its fees if payers challenge
them. Additionally, although the fiscal year 2007-08 budget authorized the commission to hire
five additional investigators to enforce statutes concerning passenger carriers operating at the
State’s airports, the branch is not using those staff for airport enforcement.

The mainreason forthe deficiencies we foundisalack of eflective programleadership. Specifically,
branch management has not established program goals or performance measures to guide its
oversight efforts. In addition, the branch does not ensure investigators receive adequate training
related to their duties. One of the key reasons for the fack of program oversight and training is
turnover and vacancies in key branch management positions. Without major improvements to
its management processes, we question the branch’s ability to resolve its current deficiencies
and to implement the expanded oversight required by recent legislation, as well as a recent
initiative requiring the branch to regulate other types of passenger carriers.

Respectfully submitted,
ELAINE M. HOWLE, CPA
State Auditor

621 Capitol Mall, Suite 1200 Sacramento, CA 85814 916.445.0255 916.327.0019 fax www.auditot,ca,gov-
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Summary
Resultsin Brief Audit Hghlights. ..
The Transportation Enforcement Branch (branch} of the California Qr axdt o theGlifomniaPudlicUilities
Public Utilities Commission (commission) does not provide @rmmisiaris(@mision) € atsto
sufficient oversight of charter-party carriers and passenger stage regiatepessnge carias, revedad
corporations (passenger carriers) to ensure consumer safety. thefdloning
Because of this insufficient oversight, the commission is also failing
to collect the proper amount of fee revenue from these carriers » Theanmisiarisowrdght of pessenoer
and to spend it appropriately. Through the efforts of the branch, the caniersisinel’ dert toesure
comumission is responsible for ensuring that passenger carriers— anauTeEr sty
for-hire limousines, for example—comply with requirements to B
have branch-issued permits, which include regular inspections -t cbesnct reefonmel pdidesand
by the California Highway Patrol, applicable insurance, and protecrestoacdesampants
participation in driver safety programs. However, the branch does 2gAInd pessange @miers
not adequately ensure that such passenger carriers comply with It chesnct enareanlainisare
state law. Specifically, it has not established formal policies and rescvedtinrelyor adeetely.
procedures for staff to follow when addressing complaints against
passenger carriers, and it does not ensure that staff resolve these L. VWenitissesGtetionstopessengy
complaints in a timely or adequate manner. Because they do not a@riasthedtaiostaebenfo
have formal guidance, investigators have not always ensured that arourismuhions thenwhet
passenger carriers are complying with critical safety requiremnents. daelavdloss
In addition, when the branch’s investigators have issued citations _ )
. . o » |t doesndt pefampaicdoradensd
to passenger carriers, the citations have been for amounts much _
lower than state law allows and often for amounts below an internal m@quam
. . . ) theSaeramvedttepropg araurt of
threshold that requires manager review, a process that investigators f
appear to avoid because of reported tong delays in receiving samE
manager approval. » Theaonmisiondaesnet track.. bydasscf
el howit gandsfessrasivedfrom
In addition to consistently low citations, the branch has failed to eachdassof mroncaniar,
ensure that the State receives the appropriate amount of fees from
passenger carriers. In general, state law requires passenger carriers » Theanmisionisnd isngemedfitsda
to submit fees based on a percentage of their revenue, which they forainoort eforaent althoughit recsved
self-report. However, commission staff do not perform periodic fudngforthispumpose
reviews of these revenues to verify that the Carriers. Ca.icuiatci the > T sionlades adive
fees 'correctly. A]though state law allows the commission to inspect jepckrfip
carriers’ financial records, its staff do not exercise this authority.
As a result, the commission may not be collecting all the revenue i It hesrat edtablidhed programgeels
it is entitled to collect, revenue that could be used to oversee more draeges o pafamenemesresto
effectively the safety and service standards of passenger carriers. guideitsd orts
Moreover, the branch has not taken the steps necessary to !' Itfesh@tumaqﬁwn&sm
keymenagaTet podtions

ensure that it appropriately spends funds from the Public
Utilities Commission Transportation Reimbursement Account
(transportation account). State law requires the commission to
spend fees received from each class of common carrier, including
passenger carriers, for the regulatory activities related to those
carriers. However, the commission does not track how it spends
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these fees by each class of carrier, which hinders its ability to ensure
that it spends passenger carrier fees only on regulating passenger
carriers. Additionally, atthough the fiscal year 2007-08 budget
authorized the commission to hire five new investigators to enforce
statutes concerning passenger carriers operating at the State’s major
airports, it is not using those staff for airport enforcement. By

not using all of the new positiens for the authorized purpose, the
commission fails to mect budget requirements and risks not having
sufficient resources to enforce passenger carrier requirements at
major airports.

The core reason for the deficiencies we found is a lack of effective
program leadership. Specifically, branch management has not
adequately established program goals, strategies, or performance
measures to guide its oversight efforts. Additionally, it does not
consistently provide training to investigators that would equip them
with the knowledge and skills necessary to investigate complaints
against passenger carriers. One of the key reasons for the lack of
program oversight and training is turnover and vacancies in key
branch management positions. Because the commission has a

large and growing balance in its transportation account, the branch
appears to have the resources to resolve these program deficiencies.
However, without major improvements to its management
processes, we question the branch’s ability to resolve its current
issues and to implement the expanded oversight required by recent
legislation as well as by a recent initiative requiring the branch to
regulate other types of passenger carriers.

Recommendations

To ensure carrier and public safety, the branch should develop
policies and procedures for receiving complaints and investigating
passenger carriers by December 31, 2014.

To ensure that it resolves complaints against passenger carriers in

a timely manner, the commission should establish a method for
prioritizing complaints and it should implement a policy specifying
the maximum amount of time allowed between receipt of a
complaint and completion of any subsequent investigation. Further,
the commission should require branch management to monitor and
report regularly on its performance in meeting that policy.

To ensurc that the branch conducts thorough investigations of
passenger carriers, the commission should require investigators
to review passenger carriers for compliance with each state

law relating to passenger carrier requirements, and it should
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implement a formal training program to ensure that all investigators
have adequate knowledge and skills related to regulating
passenger carriers.

To better ensure passenger carrier and public safety, the
commission should create a system to determine when a carrier
merits a penalty and what the magnitude of the penalty should
be. In addition, to be an effective deterrent, the amount of such
penalties should be more consistent with what state law permits.

To ensure that passenger carriers submit accurate fee payments,
the commission should require its fiscal staff to implement

a process to verify passenger carrier fee payments and
associated revenue.

To ensure that it complies with state law and uses passenger carrier
fees appropriately, the commission should implement a process

to ensure that passenger carrier fee revenues more closely match
related enforcement costs.

To detect and deter carriers from operating illegaily at airports,

the branch should use as intended the five positions added for
passenger carrier enforcement at airports. If the branch chooses
not to designate five positions solely for this purpose, then it must

be prepared to demonstrate regularly that an equivalent number of
full-time positions are working on this activity.

To strengthen its leadership and ensure carrier and public
safety, the branch should produce a draft strategic plan by
December 31, 2014, with a final strategic plan completed as the
commission specifies. The strategic plan shouid include goals
for the program; strategies for achieving those goals, including
strategies for staff development and training; and performance
measures to assess goal achievement.

Agency Comments
The commission agreed with all of our findings and recommendations

and indicated that it plans to make all necessary changes to
address them.
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Introduction

Background

The California Public Utilities Commission (commission) is
responsible for promoting the health of Califernia’s environment
and economy by ensuring that California utility customers have
safe, reliable utility service at reasonable rates. Consequently, the
commission has broad constitutional and statutory powers to
regulate investor-owned electric, natural gas, telecommunications,
and water utilities. In addition, the commission has the authority to
regulate parts of the transportation sector. Specifically, it conducts
safety oversight in a number of industries, including railroads,
limousines, charter buses, and household goods carriers.

The commission is composed of five commissioners whom the
governor appoints, with consent from the Senate, to serve staggered
six-year terms. The commissioners appoint an executive director,
who carries out the commission’s decisions and potlicies. The
executive director and executive officers lead the commission’s

staff and also work with other state agencies, the Legislature, the
governor’s office, and external stakeholders to anticipate regulatory
and agency needs as well as to develop and implement strategies to
meet those needs.

The Commission’s Safety and Enforcement Division

The mission of the commission’s Safety and Enforcement Division
{division) is to ensure that regulated services are delivered in

a safe, reliable manner. The division is responsible for safety
oversight in a number of industries, including electric, natural
gas, and telecommunications infrastructure; railroads, rail
crossings, and light rail transit systems; passenger carriers,

such as limousines and charter buses; ferries; and household
goods carriers. The division has several branches, including the
Transportation Enforcement Branch (branch). The branch is split
into three sections: a Northern California enforcement section,
based in San Francisco; a Southern California enforcement
section, based in Los Angeles; and a licensing section, also based
in San Francisco. The enforcement sections enforce state law and
manage consumer complaints for all passenger and household
goods carriers. The licensing section administers all licensing
components for these entities. Figure : on the following page
ilustrates the structure of the division and branch.
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Figure1
Organization Chart for the Clifornia Public Ltilities Commission's Safety and Enforcement Division (January 1, 2014)

Total number of

DIRECTOR "
{3 postions) authorized postions
O:oeof Ltility Adminigtration : ﬁ‘ .
Safety and Reliability and Budget Unit 0108 of Rall Safety
{2pestions) : “{1podtion)
Uility “Teangportaion . - CasSefely Bectric Safety . Rk Assesamenit Rail fransit ~* . Raifroad
Enforcement . - - Enforcement Branch and Reliability and Reliability - - and Enforcement andJossings -+ Operations
Branch “Program Meriager -~ Brandh Branch Sefety Branch Safety Branch
PublicUsilities
Reglfatory Analyst %%f

Seurce: California Public Utilities Commission’s crganization chart.

Types of Passenger Carriers

The branch regulates two types of transportation providers,
collectively referred to as passenger carriers, in addition to
household goods carriers. A charter-party carrier (charter carrier)
operales a motor vehicle on a prearranged basis for the exclusive
use of an individual or group. Falling under this business category
are round-trip sightseeing services and certain specialized
services not offered to the general public, such as transportation
incidental to another business and transportation under contract
to a governmental agency, to an industrial or business firm, or to

a private school. Charges for the individual or group generally
cannot be made on an individual fare basis for these types of
carriers and instead must be based on mileage or time of use,

or a combination of both. As depicted in Figure 2, examples of
passenger carriers include limousines and charter (or party) buses.
As of January 2014 there were close to 8,500 active charter carrier
licenses in California, according to the commission’s records.
School buses and other vehicles used to transport developmentally
disabled persons to regional care centers, among other modes

of transportation, are exempt from commission regulation of
charter carriers.
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Figure?2
Examples of Passenger Carriers

Examples of Passenger Carriers ;
Regulated by the CaliferniaPublic Examples of Passenger Carriers
Utilities Commission (commission) | NOT Regulated by the commission

Seurce: California Public Utilities Code, sections 5353, 5384, and 5386, and the commission’s Web site.

The commission also regulates passenger stage corporations
{(passenger corporations). Passenger corporations differ from
charter carriers in that they provide transportation service between
fixed locations or over a regular route and charge passengers an
individual fare. Passenger corporations operate a fixed route,
scheduled service, or an on-call, door-to-door shuttle-type service.
Examples of passenger corporations include door-to-door airport
shuttles and fixed-route bus services. As of January 2014 there were
more than 260 active passenger corporation licenses in California,
according to the commission’s records. State law exempts public
transportation systems and taxis from commission regulation.
Passenger corporations and charter carriers differ from taxis
because their passengers must pre-arrange their travel with their
carrier before its occurrence.

June 2014
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o X - The Commission's Transportation
Revenue Sourcesfor the Galifornia Fublic . Reimbursement Account

Utitities Commisdon's Trangportation

Retrrbursement Account : - . .
The commission’s Transportation Reimbursement

Ressenger ¢ age copordions Account (transportation account) receives fees

- from various types of state-regulated vehicles,

. including passenger carriers. As shown in the
Feload coporations © text box, the transportation account also receives
- fees from other state-regulated vehicle companies,
including railroad corporations, commercial air

- operators, and pipeline corporations. State law
Wessel (fary) operd ors defines commercial air operators as any persons

- owning, controlling, operating, renting, or

- managing aircraft for any commercial purpose

- for compensation, while state law defines pipeline

(hater-paty carigs

Commerdd dr operdors

Hpeline carpordions

corporations as any corporation or persons
owning, controlling, operating, or managing any
pipeline delivering crude oil or other fluid substances except water.
The commission collects the fees from: these operators annually

or quarterly and deposits them in the transportation account. The
commission has set the fees for passenger carriers with vehicles
seating no more than 15 persons at one-third of 1 percent of their
annual gross revenue, plus a $10 quarterly fee or a $25 annual fee.
Between fiscal years 2005—06 through 2012-13, passenger carriers
provided 46 percent of the revenue in the transportation account
while railroads provided s1 percent of revenues. The remaining
revenues came from the other regulated businesses indicated

in the text box. The commission administers the transportation
account, which state law designates to fund operations that regulate
railroads, passenger carriers, and related businesses. State faw also
provides that the commission can maintain an appropriate reserve
in the transportation account. The law requires the commission to
determine this appropriate reserve based on its past and projected
operating experience.

As indicated in Figure 3, the transportation account funds a
variety of activities, such as travel, training, salaries, benefits,
and administration. Salaries comprise half of the expenditures
from the transportation account. In fiscal year 201213, the
transportation account funded positions in the rail safety
branch, transportation enforcement branch, and administrative
law judges division,' among other areas. The branch oversees
licensing and investigations of passenger carriers and accounted

T The administrative law judges division processes formal filings, facilitates alternative dispute
resolution, conducts hearings, develops an administrative record, and prepares and coordinates
the commission’s business meetings.
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for 36 percent of salary expenditures in that fiscal year. In
contrast, the rail safety program was much larger and accounted
for 51 percent of salary expenditures that year.

Figure 3

Componentsof the California Public Utilities Commission's
Transportation Reimbursement Account Expenditures
Fiscal Years 2005 06 Through 2012 13

Consultants. 1%
Travel/training
Overhead

Bene ts
Adminigrative —
support

Rall safety sta™s’ 51%

Transportation
Reimbursement
Account
Expenditures

enforoement
sari: 36%

+—— Administrative law judges™ 6%

L— Allocated salaries” 5%
Management and

lega personnel i 2%

Source: California State Accounting and Reporting System.
Note: The further breakout of salary information is for fscal year 2012-13 only.

Regulations Governing Passenger Carriers

The Legislature first passed the Passenger Charter-Party Carriers
Act (act) in 1961. The intent of the act is to ensure adequate

and dependable transportation by carriers operating on public
highways and to promote public safety through safety enforcement
regulations. The act prohibits passenger carriers from operating
without a permit and requires the commission to investigate
passenger carriers to determine compliance with permit
requirements. As a condition of obtaining and maintaining an
operating permit from the commission, passenger carriers must,
among other things, do the following:

« Document public liability and workers’ compensation
insurance coverage.
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+ Provide the commission with evidence that it has enroiled all of
its drivers in California Department of Motor Vehicles program
that provides employers and regulatory agencies with ongoing
reports of driver records.

+ Participate in a drug and alcohol testing program for
carrier drivers.

« Undergo an annual California Highway Patrol {CHP) safety
inspection for vehicles seating more than 10 passengers.:

In addition to the permit process, the commission oversees
passenger carriers through investigations, which result from
complaints made by the public, other carriers, or government
agencies. Investigations generally deal with issues such as
operating without a permit, operating without liability or workers’
compensation insurance, and not enreiling drivers in a drug and
alcohol testing program. As shown in Figure g, investigations

can lead to citations of operators. The commission deposits the
proceeds from citations into the State’s General Fund.

Positionsto Conduct Investigationsat Major Airports

In fiscal year 2007-08, the Legislature authorized an additional
five positions in passenger carrier enforcement staff at major
airports. To fund these new positions, the commission increased
the fees charged to passenger carriers. According to commission
documents, the Legislature intended the commission to use these
positions to enforce permit requirements for passenger carriers
operating at major airports in the State. The Greater California
Livery Association, the trade organization for limousine operators,
apparently supported the commission’s request for the new
positions to help eliminate unlicensed limousine and smail vehicle
operators at major airports, and it recognized that its members
would have to pay higher fees to support these positions. The

fee for vehicles that hold 15 passengers or fewer increased from
one-quarter of 1 percent of the passenger carrier’s annual gross
revenue to the current one-third of 1 percent. This fee increase took
effect January 1, 2009. As shown in Table 1 on page 12, revenue
from the quarterly and annual passenger carrier fees has increased
since fiscal year 2009-10.

2 State law does not require a CHP safety inspection for passenger carrier vehicles seating 10 or
fewer passengers. However, these carriers must meet all of the other above listed criteria.
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Figure4
The Investigation Process of the California Public Utilities Commission's Transportation Enforcement Branch

The Cafifornia Pubiic Liitities Commisson's
{ocommission) consumer intake unit {intake
unit), which islocated in Sn Frandisco,
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contactsinvestigtor diredly
tolodge complaint” Intake unit recordsthe
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i {oomplaint databass)

e e vaen wE
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e e e e s o 3
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|
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acesseand-desigt
ietter-

Carrer payspencily
endt accounting St
enter payment
information intoits

acoounting sysem
Irnvedigator
putscarmieron N
o-dd notice (ommission directs .
{admonishment payrent tothe Sale’s

fetter) Gererd Fund

Source: Auditor-generated based on interviews with key transportation enforcement branch {branch) staff, investigation files, and accounting records.

* A senior transportation representative in the branch estimated these complaints make up approximately 10 percent of all complaints. These
complaints are not logged in the commission’s complaint database.

T The branch has four territories: Sacramento, Los Angeles, San Diego, and San Francisco.

¥ Cease-and-desist letters reguire carriers to end immediately ali advertisements and operations as a charter-party carrier without valid
commission authority. ’
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Table 1
Fee Revenue FFom Passenger Carriers
Fscal Years2008 09 Through 2012 13

FISCAL YEARS

2008.09 2009 10 20010 1 2011 312 201213
’ 7 $3,301,323. 54,023,030

Fee revenue $3,107,450

Difference from

. 348625
prior year

12,486 364,586

Source: The California Public Utilities Commission’s Transportation Management Information System.

Increased Commission Oversight of Passenger Carriers

In May 2013 in the San Francisco Bay Area, a fire killed

five women in a limousine, which was a charter carrier regulated
by the commission. This event calied into question the State’s
oversight of passenger carriers. Four women who escaped the

fire apparently climbed through the limousine’s divider window
and out the driver’s section of the vehicle because the rear
passenger doors were blocked by smoke. Investigations into

the fire yielded no criminal charges. Although the commission
regulates passenger carriers, state law only requires annual safety
inspections for passenger carrier vehicles that transport more than
10 passengers.? For these vehicles, the CHP, not the commission, is
responsible for conducting the mandated annual safety inspections.
The commission does review whether carriers obtained a CHP
inspection as required. However, the commission does not directly
oversee this aspect of vehicle safety.

Subsequent to the May 2013 limousine fire, the Legislature
considered several bills to increase oversight and mitigate

safety concerns. For example, Senate Bill 109 {Chapter 752,
Statutes of 2013}, which became law in January 2014, requires
certain modified limousines to have additional window and

door emergency exits that passengers can open from the inside
beginning in July 2015. It also requires the CHP to establish

and enforce standards associated with these new requirements.
Further, limousine operators must now provide various safety
instructions to passengers, inform them whether the limousine
meets safety requirements, and unlock the vehicle’s rear deors

in cases of emergency. Similarly, Senate Bill 338 (SB 338), which
the Legislature passed and the governor vetoed in 2013, proposed
several requirements for vehicles that carry 10 or fewer passengers

3 The limousine in the May 2013 fire seated fewer than 10 passengers and was therefore not
required by state law to have an annual safety inspection.
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and that have been modified or extended for purposes of
increasing vehicle length and passenger capacity. SB 338 would
have required vehicle operators to install two fire extinguishers and
to notify passengers of their location, and it would have required
CHP to conduct pericdic safety inspections of these vehicles

and transmit the inspection data to the commission. SB 338 also
included language setting minimum and maximum fees for these
inspections. The governor vetoed SB 338 in Gctober 2013 on

the grounds that the fee was insufficient to cover the actual cost

of the CHP inspections. In response, the Legislature is considering
new legislation, Senate Bill 613, which contains the same substantive
requirements as SB 338 but allows the CHP inspection fee to be set
based on the actual costs of that program. This legislation was in the
Assembly Utilities and Commerce Committee as of June 2014.

In addition to the safety requirements passed and under consideration
by the Legislature, the commission has also passed a resolution
increasing the branch’s responsibilities. In September 2013 the
commission passed a resolution that defines a transportation network
company (network carrier) as an organization operating in California
that provides prearranged transportation services for compensation
using an online-enabled application to connect passengers with
drivers using their personal vehicles. The commission determined
that network carriers are a type of charter carrier because these
carriers transport persons by motor vehicle for compensation on state
highways. The decision requires network carriers to do the following:

+ Obtain a permit from the commission.

+ Perform criminal background checks for each driver.

« Establish a driver training program.

+ Implement a zero-toleranice policy on drugs and alcohol.

+ Maintain certain insurance coverage.

The commission’s decision places responsibility on the branch to
process permit applications, receive reports from network carriers,
and enforce requirements.

Scope and Methodology

The Joint Legislative Audit Committee {(audit committee} directed the
California State Auditor to review the commission’s transportation
account. We list the objectives that the audit committee approved

and the methods we used to address them in Table 2 on the
following page. '

| 13
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Table?2
Audit Objectives and the Methods Used {o Address Them

AUDIT CBUECTIVE

Review and evaluate the laws, rules, and regulations
significant to the audit ohjectives.

Determine the transportation account’s total revenues and
expenditures over the [ast eight years. in addition, identify

the fees obtained from passenger stage corperations and
charter-party carriers {charter carriers) during the same period.

For the period between fiscal years 2009-10 through 2012-13,
determine how the commission is spending fees collected
from charter carriers. Specifically, whether and to what

extent the commission is using these fees for enforcement
activities, including actions taken in response to violations,

as appropriate.

Determine how the commission is using the positions
authorized in the fiscal year 2007-08 state budget. In addition,
determine whether the charter carrier fee increase, effective
January 1, 2009, is being used to fund these positions.

For the period between fiscal years 2009-10 through
2012-13, determine whether and to what extent the
commission is ensuring that charter carriers are complying
with the Passenger Charter-Party Carriers Act and how
transportation account funds are used to ensure that carriers
meet these requirements.

Review and assess any other issues that are significant to
the audit.

-appropriate.To determme
the posmons, we analyzeci‘

‘ofcomplaints and investigations opened aad closed for ﬁsca years 2{399 10

Hor atidits by other state entitiesthat reviewed the commission's opeza;zons
to ldentlfy any thatrelate to these ob]e{taves We 3den£;ﬁed 1wo Cahfoml
N Department of Fmance audrts thatidentified shoztcomsngs inthe cnmmusswn
-accounting and budget pmcesses We noted thése shcftcommgs asa

within the branchisa potentaa% cause ofthe 1ssues we |dent|fy1n the aadit

<assistant human rescu rces dlrector. :

WMETHOD

We reviewed relevant laws, regulations, policies, and cther
background materials pertaining to the California Public Utilities
Commission’s {commission) Transportation Reimbursement Account
{transportation account}. )

To determine total revenues and expenditures over the last eight years, we
reviewed finandial reports fromthe California State Accounting and Reperting -
Systern. To determine the- fees obtairied from passenger carriers, we reviewed.
revenize information fram the commussmn s fransportation Management
Information System. :

To determine how the commissionspends passenger casrier fees, wé reviewed
the expenditure information from audit objettive 2 and estimated the ==+
expendlture amounts associated with passenger carriers;We'also reviewed i f
time sheets for a seléction of 40 Traﬂsportauon Enforcement Branc?a {branch) e
siaff members, To détérmine the extent to which the commission uses:carrie
fees for enforcement activities;we compared the foe revenues 1dem;ﬁed
agdit objective 210 the estimated expendltuze amounts,

To'determine how the commlssmn sed the authonzed gmsntlons, we
lnte;wewed key commwsmnstaffand obtamed‘documents from‘ihe
commission's Bumar resources dire
authonzat[on 107355655 whether

and fewewed A0 inve

thfough 2012-13: To determme Howthe commlssscn tises funds to regulate .
carriers; we reweweé the ex;aendzture and nme sheet mformanon obtamed for.:

“audit objectives 2 and 3.

T0 assess mtemai controls significant 10 the audit objectives, we searched

potential Catse for some of the isstes we fovnd anddiscussed inthe aucflz

“results, We also :dentsﬁed 3201 3 avd:t conducted bythe Caiifomla State

Controller (controlier) thiat reviewad the commission's mternal accountmg
and administrative controls, and identified weaknesses in its collecuca :
of outstanding fines and fees. Therefore we reviewed the commission’s. -
response to the centmller Saudit; s wiell as its current outstanding finies and
fees retated to passenger carriers, Addmonally, t0'assess whather high tumnve;‘

restilts, we obtained. tumover and vacancy m ormauon from the commissm s :

Sources: {alifornia State Auditor’s analysis of the Joint Legislative Audit Committee’s audit request number 2013-130, planning documents, and
analysis of information and documentation identiied in the column titled Method.
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Assessment of Data Reliability

In performing this audit, we obtained clectronic data files
extracted from the information systems listed in Table 3. The

U.S. Government Accountability Office, whose standards we are
statutorily required to follow, requires us to assess the sufficiency
and appropriateness of computer-processed information that we
use to support findings, conclusions, or recommendations. Tabie 3
shows the results of our assessments for the information systems

we analyzed in this report.

Table 3

MethedsUsed to Assess Data Reliability

INFORMATION SYSTEM
Case Tracker

Data related to investigation
cases for the period of

July 1, 2009, through

June 30, 2013

California State Accounting
and Reporting System
{CaiSTARS)

Data related to the
commission’s Transportation
Reimbursement Account
{transportation account}
activity for the period

of July 1, 2005, through
June 30,2013

Work Tracking System

Data related tc branch
time charges for the period
of huly 1, 2009, through
June 30, 2013

S

: < To identify Ihe len jthof & t;me the

- balance; within the commission’s

2 To document the categors

-+ "To document salary inforn:

“reviewed:

: +:70 document passengercamex ;
< fine payments and Unpaid, or
; outstand%ng, ﬁnes the branch lssued

: ?odocument tsmecharges related 1o
* selected branch staff we reviewed.

s7Fo'compare funding pércéntage :

SIS estimate mcorrect transportatton

PURP(BE (DNO..USON

METHOD AND RESULT

Undetermuned {ehablhty for the
purpnses s of this audzt

To |demxfy the zotai number of
“investigations opersed and doseci
by the California Public Utllmes

Commission’s (commssszon)
“Fransportation Enforcement Branch
“branchi: :

: To ndenhfy the a
Crevenues, expendltwes, and.fu

o transporzazmn account.

+ Toestimate exgendnu«es 25560
; W(th passenger camers

of expenditures from the
o tra’hsporiation‘accouht;
ion
'related 1058 ected branch staff we

~Unéeiétm:inedr reiiabﬂity for.the -
pu;poszge_s‘of thisaudit.

=< yyith actual work activities

“account salary and benefst
= expend;tures RREe
+“To determine the extent to which®
staff charged time to activities:
“related 1o requlating passenger:
‘carsiers.

continued on next page. ..
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INFORMATION SYSTEM PURPOSE METHOD AND RESULT CONCLUSION

Transportation Management  To document revenues associated
Information System with passenger carriers,
including fees. :

Undetermined 'r_eliabi‘l‘ity‘for‘ the
purposes of this audit,

Data related to passenger
carrier fee revenues for
the period of July 1, 2005,
through June 3¢, 2013

Seurces: California State Auditor’s review of varicus documents, interviews conducted, and analyses of data obtained from the commission.
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Audit Results

The Transportation Enforcement Branch Does Not Adequately Ensure
Fublic Safety

The California Public Utilities Commission’s {commission)
Transportation Enforcement Branch (branch) does not adequately
ensure that passenger carriers, which include charter-party carriers
(charter carriers) and passenger stage corporations, operate safely
by complying with state taw. State law requires the commission

to promote passenger carrier and public safety through its safety
enforcement regulations. Other than certain proactive efforts
described below, most of the branch’s work ensuring that passenger
carriers comply with state law is prompted when the branch
receives a complaint. Even so, the branch has not carefully defined
its complaint-receipt process and does not ensure that it resolves
complaints about passenger carriers in a timely or complete
manner. The branch’s inadequate investigation efforts stem from

a lack of written guidance for staff to follow when receiving or
investigating complaints.

The Branch Lacks Proceduresfor Frocessing Gomplaints

The branch has not established policies and procedures for

its consumer intake unit {(intake unit) to follow when processing
consumer complaints. One of the ways the branch helps ensure
public safety is by addressing complaints regarding passenger
carriers. According to the comptlaint intake specialist who is
responsible for processing these complaints, she daes not have
any written procedures to follow. Instead, she learned how to
handle carrier-releted complaints from verbal instructions and
previous experience. She enters all complaints she receives into
the branch’s complaint database. However, she explained that the
branch receives some complaints that do not flow through this
regular complaint intake process, and they are not included in

the complaint database. She stated that sometimes investigators
receive complaints directly and do not enter them into the
complaint database or otherwise notify the intake unit. According
to the Northern California enforcement section {northern section)
supervisor, the complaint database is designed to document
consumer complaints, and the complaints the investigators handle
directly are not logged into the database because they are from
nonconsumers such as airport inspections. However, we found
instances where consumer complaints were not logged into the
database even though investigators opened an investigation based
on the consumer complaint. The branch estimates that these
complaints represent about 10 percent of the total complaints
received. The complaint intake specialist also acknowledged
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Thebranch tcok an average of
[T1daystobegin aninvestigation
after receiving a complaint
andthen took anaverage

of {11 'daysto completethe
oorrespondinglinvestigation.

that there is no established oversight of her work. The branch’s
lack of policies and procedures for the intake unit creates risks
that complaints may not be handled consistently or if the current
compiaint intake specialist leaves her position, that key processes
will not get communicated to future staff.

The intake unit processes an average of 236 complaints® per year.
These complaints come from consumers, other carriers, and
government agencies. For fiscal years 2009-10 through 2012-13,
27 percent of the allegations that the intake unit handled involved
carriers operating without a permit, 22 percent were related in
some manner to the service of the passenger carriers, and the
remaining complaints involved other potential viotations. As
indicated in Figure 4 on page 11, the complaint intake specialist
can resolve some complaints without forwarding them to an
investigator. She reported that this resolution process is often used
with service-related complaints, and it involves communication
and some level of negotiation with the offending carrier and

the complainant. Although our audit procedures did not

examine complaints closed or resolved at intake, we noted a lack
of instructions and oversight related to these resolutions. With
one persan making the great majority of these determinations
without written instruction or oversight, the branch risks handling
these complaints inappropriately.

The Branch Failsto Ensure That It CompletesInvestigationsand Issues
(orresponding (tationsin a Timely Way

The branch dees not ensure that it investigates consumer
comptlaints and that it issues citations in a timely manner.

We observed lengthy delays in the branch’s resolution of the

40 investigations we reviewed. Specifically, the branch took an
average of 46 days to begin an investigation after receiving a
complaint and then took an average of 238 days to complete the
corresponding investigation. For eight of these cases, the branch
took at least one year to close the case. Included within these delays,
we found that the branch failed to cite illegal and noncompliant
carriers in a timely manner. On average, the branch cited carriers
more than five months after substantiating violations resulting in
the 13 citations that were among our selection of 40 cases.

For example, for one investigation we selected, the investigator did
not issue the citation until nearly eight months after substantiating
violations in which the carrier failed to adhere to several

4 We used the complaint data to provide context for the number and type of complaints the
branch receives. These data do not support findings, recommendations, or cenclusions.
Therefore, we did not assess the reliability of these data.
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safety requirements. Specifically, in early June 2012, the investigator
concluded that the carrier did not enroll four drivers in a drug and
alcohal testing program as required and did not enrol! five drivers
in a California Department of Motor Vehicles (DMV) program
that monitors carrier drivers’ records. These two programs were
specifically implemented to increase public and carrier safety.
However, neither staff nor management within the branch tried

to stop the carrier from cperating illegally until finally citing the
carrier on the last day of January z013. Consequently, the carrier
continued to advertise and operate his vehicles after the investigator
had found evidence that he was illegally employing drivers. By not
issuing a citation in a timely manner, the branch failed to pressure
the carrier to comply with state law. When the commission fails to
take all necessary actions to enforce passenger carrier regulations,
as state law requires, it puts passengers and the public at risk.

We attribute the delays to a lack of policies and procedures that
would establish how quickly investigatory activities and supervisory
review should occur and to a lack of investigation performance
measures and subsequent supervision. The branch last published a
policies and procedures manual to guide its activities in 1992, but
many of the branch’s investigators did not know this document
existed and branch supervisors stated they do not use this manual.
Although some investigators identified a 2005 PowerPoint as
policies and procedures for their investigations, we found that this
document only identifies the state laws that carriers must follow,
the evidence needed to investigate carriers for each of these faws,
and how to calculate the number of violations. The document does
not provide any further information on how to prioritize, conduct,
and resolve investigations. Without requirements regarding how
quickly staff should complete investigations, cases have sat for long
periods of time with no action taken.

For example, in one case we reviewed, a senior investigator waited
six months to close an investigation into a carrier operating without
a license. The Southern California enforcement section (southern
section) supervisor said that the investigator determined that the
carrier was no longer in business, and sometimes investigators
keep cases like this open to see if the carrier resurfaces. While this
might be true, the investigator determined that the carrier stopped
operating because it changed its plates and removed jts operating
number from the vehicle. Further, at no point did the investigator
indicate he had spoken to the carrier or made a foliow-up visit

to ensure that the carrier was not continuing to break the law,
even though the investigation stemmed from an airport citation
for operating illegally. When the commission does not ensure

that carriers like this one are operating legally, it endangers

both consumers and citizens who share the road with these
unlicensed carriers.

June 2014

Thebranch hasnot established how
quickly investigating adivitiesand
supervisory review should coour.
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Inonly{iofthel’! ‘caseswe
reviewed did theinvestigator
demonstrate a thorough review and
a sound investigative approach.

Although we were able to assess the timeliness of a selection

of cases, the branch does not track this in aggregate because

its enforcement database does not have the ability to generate
reports that would help the branch manage its enforcement
efforts. For example, the database does not allow branch staft and
supervisors to track the status and progress of investigations nor
can it provide reports of consumer complaints resolved through
completed investigations, repeat offenders, or other performance
metrics the branch could be tracking. These limitations exist
because the branch enly designed the system to allow investigators
to enter case notes; consequently, the system does not allow for
performance measures or monitoring of ongoing investigation
status, or the ability to store critical evidence such as signed
citations by the carrier or pictures of illegal carrier activity. Without
manually Jooking at each case file or requesting that investigators
create a summary of the cases they are working on, branch
managers cannot hold staff accountable for timely and effective
performance of their duties.

The Branch Does Not AlwaysConduct Adequate Invegtigations

Because the branch lacks established policies and procedures,
branch investigators do not consistently conduct adegquate
investigations. State law requires the commission, through its
regulatory efforts, to ensure that carriers comply with state laws.
This includes ensuring that carriers have a permit to operate,
maintain certain insurance, obtain an annual California Highway
Patrol {CHP) safety inspection for vehicles seating more than

10 passengers, enroll in a DMV notification program for driver
violations, participate in an alcohol and drug testing program,
and maintain records for each trip taken. As Table 4 indicates,

in our review of 40 cases closed between fiscal years 2009~10
through 201213, we found that only 23 cases demonstrated that
the investigator ensured compliance with carricr permitting
requirements and also used sound investigative approaches. For
the remaining 17 cases, we found that investigators did not examine
carriers for required permitting compliance or they used flawed
investigative approaches.

As indicated in Table 4, we found three investigations in our
selection of 40 cases in which the investigator, despite conducting
an otherwise adequate investigation, did not demonstrate that the
carrier complied with the permitting requirements even though
this verification of compliance is not particularly labor-intensive.
To verify compliance, investigators simply rely on branch licensing
files, DMV records, and CHP records; in some cases, they call
insurance and drug testing companies. Nevertheless, investigators
in these three cases, as well as eight other cases that involved
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further investigative deficiencies, did not demonstrate through
investigation files or case notes that they verified compliance with
the requirements for carriers that have a branch-issued permit.

Table 4
Transportation Enforoement Branch Investigative E orisfor 40 Cases
W& Reviewed Were Not Consistent
NUMBER OF
INVESTIGATOR LEVEL OF EFFORT INSTANCES
Iﬁvegtigator ensured compliance \Vwrrirth éérrrrﬁirttinrgr{éq’ﬁiferrrlentsénd used o 23 =
sound investigative approaches S
Investigator did not examine carrier for compliance with all critical requirements :3_
Investigator did not use sound investigative approaches = 6
Investigator neither checked for complete compliance nor used sound approaches =5 :'8:
Total investigationsreviewed 40

Sources: Transportation Enforcement Branch investigation files.

Additionally, we found a total of 14 instances in which investigators
did not use sound investigative approaches that demonstrated

due diligence. For example, an investigator in the northern

section called a carrier to determine whether he was operating
after the revocation of his permit and, despite confirming earlier
that the carrier was still advertising on the Internet, essentially
took the carrier at his word that he was not operating illegally.
Although the investigator confirmed with the DMV that the
registration of the carrier’s vehicles was in someone else’s name,
the investigator never conducted a site visit to examine records
and confirm that the carrier was not operating illegally. In another
example, the investigator—at the direction of a supervisor—
abruptly closed a case without further investigation or without
issuing a citation, after the complainant informed him, subsequent
to the original allegation, that the carrier had displayed a weapon in
an aggressive manner. Instead of closing the case, the investigator
should have involved law enforcement if necessary to complete the
investigation and cite the carrier if appropriate.

In another instance, an investigator in the northern section-—
after receiving a complaint—called a carrier to inquire if he was
operating illegally and the carrier initially denied operating a
limousine company without a permit. Instead of attempting to
gather additional evidence, such as checking for online advertising,
the investigator called the complainant and asked for the carrier’s
license plate number. The investigator took no further action

for two months while waiting for the license plate number and,
according to case notes, was told during a case review to close
the case if the complainant did not provide the information by a
specified date. Only after the complainant retrieved the license
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Inoneingtancetheinvestigator
watched anillegal carrier

load [ passengers, induding
twolchildren, into an | “person
capadty van, and the invesligator
tock no action against the carrier.
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plate number did the investigator perform a basic Internet search
to check whether the carrier was advertising to provide passenger
carrier services; such advertising requires a permit the carrier

did not have. Using information that would have been available
months earlier at the very beginning of the investigation, such

as the company name, the investigator found instances of the
carrier advertising illegally. The investigator then made a visit to
the carrier’s business to determine if he was operating illegally and
issued the carrier a ccase-and-desist order. Despite earlier denials
that he was operating illegally, the carrier told the investigator he
would apply for a permit. Although the carrier filed an application
directly with the investigator, the carrier struggled over the next
six months to demonstrate that he met all requirements for
permit approval. During this time the investigator continued to
follow up with the carrier on required paperwork but did not

take any enforcement action, even though the complainant called
the investigator three months after the cease-and-desist order

to provide specific details about the carrier’s continued illegal
activities. This case remained apen for an additional four months,
ending with a warning letter; no citation or further action was taken
to stop the carrier from operating iliegally. In fact, during the year
that this investigation remained open, the only factor that appeared
to stop the carrier from continuing to disobey the law was his
decision to sell his vehicle.

When asked about the 17 instances in ‘Table 4 where we noted
deficiencies, the supervisors for both enforcement sections couid
not comment on six of the cases, stating that they were not
involved in those cases, that the assigned investigators had left the
branch, and that they could offer no explanation. For the remaining
11 instances, the supervisors’ explanations were insufficient. For
example, in one instance the investigator watched an illegal carrier
load 13 passengers, including twe children, inte an 11-person
capacity van, and the investigator took no action against the
carrier. When asked why the investigator did nothing to stop or
otherwise penalize this carrier, the supervisor stated that through
the investigator’s efforts, the insurance policies issued by the
carrier’'s company were revealed to be unlawful and as a result, the
California Department of Insurance filed criminal charges against
the insurance company and the carrier went out of business. While
this case may have ultimately resulted in the desired outcome, the
supervisor’s explanation does not answer why the investigator did
not immediately cite a known illegal carrier for operating in her
presence, especially when the carrier overcrowded a vehicle by
allowing two children to sit on the laps of other passengers.

In another case, the carrier in question began advertising before

‘the commission had approved him to operate, and his Web site

advertised vehicle options that were not on his application and that
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required a CHP safety inspection. The investigator in this case called
the carrier to ask if he was operating before he was allowed to and
whether he was using the vehicles he was advertising on his Web site.
The carrier stated he had not operated iliegally and did not know

he could not advertise vehicles he did not have. The investigator
then issued an admonishment letter based on the phone call and
closed the case without further investigation. The supervisor for this
section stated that the enforcement effort was sufficient because

the investigator issued the admonishment letter. But this does not
address why the investigator only made cne phone call and did no
investigative work to ensure that this carrier was telling the truth

on the phone. When the commission fails to stop carriers from
operating illegally and does not actively investigate carriers when
there is evidence to warrant more investigative scrutiny or does not
issue a citation when called for, it aliows carriers to continue to defy
state law, putting the public in danger.

The Branch Imposes Penalties for Consistently Lower AmountsThan
Sate Law Allows

The branch has failed to issue citations for all investigations in which
it substantiated violations, and when it did issue a citation, the
financial penalty was for an amount significantly lower than state
law allows. Generally, state law allows commission staff to impose

a penalty of up to $2,000 per offense on noncompliant passenger
carriers.s In addition, because state law clarifies that each day of
continued noncompliance is a separate offense, potential cumulative
penalties can be quite high. In lieu of revoking a passenger carrier’s
permit, the commission may also levy an additional civil penalty

of up to $7,500. However, before branch staff can issue citations
exceeding $5,000, branch management requires them to obtain
approval from the deputy director. Further, the commission passed a
resolution in 1992 that prevents commission staff from citing carriers
more than $20,000 in total without a formal hearing.

Although the branch substantiated violations for 25 of the Although the branch subgtantiated

40 investigations we examined, it issued financial penalties in viclationsfor i Fofthe

only 13 of these cases, and the penalty amounts were significantly {1 invedtigationswe examined, it
lower than the potential maximum penalties. In fact, the branch issued  nandal penaftiesinonly
only cited these carriers 2 percent of the amount state Jaw would i1 of these cases. Thebranch could
potentially allow. As shown in Table 5 on the following page, had it havedted these| U carriersatotal
chosen to issue citations for these substantiated violations for the of I I million, but it only imposed

maximum amounts permitted by law, the branch could have cited penaltiestotalingll 1.t 11"
these 25 carriers a total of $1.5 million. However, the branch only
imposed penalties totaling $30,550.

> Prior to January 1, 2010, the penalty was not more than $1,000. State law also allows the
commission—after a hearing—to impose penalties of up to $7,500 for certain offenses.
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Table b
(tation Amounts imposed by the California Public Utilities Commission's
Trangportation Enforcement Branch Are Sgni cantly Less Than Sate Law Allows

MONTH VIOLATION MAXEAUM
LOCATICN ISSUED COUNTS PERNALTY DIFFERENCE
September 2008 4 sa00 §3,250
Jne2009 20,000 19,250
September 2010 . 8,000 8000
o brncisca M 011 100,000 99,000
February 2012 599,500 587,500
- May 2012 2,000 20
~October 2012 19,500
- January 2013 159,500
- November 2009 37,000
‘April 2010 206,000

Sacramento  September 2‘01‘1
8 Febriary 2012

#ébméry 2012

 October 2008

February 2009

 March 2009

4,600
216000
52,000
1000
1000
6,000
- 6000

Sen Diego Méffh'l(ﬁi)

* March 2010, 10,000

: _S‘ébfrémber‘z‘(‘j]‘? : ~ 2000

 October 2012 4,000

 September 2009 - 1000

 October 2009 45,000
Los Angeles April 20302 2,000

© January 2011 2000 2000

December 2012 2,000 2000

Totals 801 1503500  $30550 1472950

Sources: California Public Utilities Code, sections 5378 and 5413, and Califernia Public Utilities
Commission {commission) citation recerds and investigation files for 25 investigations we reviewed
that had substantiated violations.

* For substantiated violations with no financial penalty, commission staff sent the carriers official
notices of violations or cease-and-desist tetters; in one instance, the carrier agreed to a voluntary
permit suspension.

Although the collection history within the branch strongly suggests
that not all of the $1.5 million shown in Table 5 would be collectible,
the patential amount is so much higher than the amount actually
imposed that we question why the branch would cite, at such
consistently low levels, carriers who have violated state law and, at
times, put people’s lives at risk. For example, in February 2012 the
northern section cited one of the 13 carriers in our review a total of
$12,000 for multiple violations. A CHP report stated that this carrier
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was involved in a traffic accident in November zoio during which
three of the nine passengers were ejected from the van, resulting

inr one fatality. Investigative records confirmed that the carrier was
operating with an expired permit, among other violations, and did
not possess the required damage and liability insurance. Although
the driver was prosecuted and reportedly pleaded guilty to
manslaughter, the branch imposed penalties of only $12,000, which
is roughly 2 percent of what state law authorizes for these violations
and just 6o percent of the commission’s $z¢,000 limit for its
informal citation process. When carriers face limited consequences
for operating outside of the law, such as receiving small fines from
the branch, they have little incentive to cease illegal operations. This
increases the likelihood that they will employ drivers without drug
testing, operate without liability insurance, and ignore vehicle safety
inspections, leaving their passengers and the public at greater risk.

According to unaudited branch data, the branch issued 256 citations Only [IZof the (i dtationsthe
with penalties totaling $507,750 for the 1,220 passenger carrier branch issued between scal

investigations it closed between fiscal years 2009—10 through 2012-13. yearsi T 1171 through 111111

Only 19, or 7 percent, of these citations had penalties that exceeded exceeded the branch's 74711
the branch’s $5,000 threshold requiring deputy director approval. threshold requiring deputy
Moreover, none of those 1g citations had penalties that exceeded directorlgpproval.
the commission’s $20,000 limit for its informal citation process.

As mentioned earlier, the branch infermed us that its practice is to

require any citation with penalties over $5,000 to receive approval

from the deputy director. One reason for the seemingly low

penalties might be the length of time it takes to receive approval for

higher penalty amounts. An investigator showed us a few instances

in the last year when management took months to approve citations

with penalties over $5,000. In one example, the investigator

submitted a final investigative report with a recommended citation

of $6,000 in penalties for a carrier found to be in violation in

August 2013, and management was still discussing the citation and

the report five months later. When management does not promptly

approve citations over $5,000, it sends the message to investigators

that it is easier and more desirable to issue citations under the

$5,000 threshold. When we discussed this issue with the program

manager who was to approve these larger citation amounts in

the absence of the deputy director, he noted that there has been

a discrepancy in the level of authority needed to approve these

citations. He also stated that there is no guidance as to citation

amounts in relation to carrier violations that will ensure that

the amounts he considers for approval are reasonable. We believe

that without this type of framework, the citation approval process

stagnates, potentially causing citations to be issued at significantly

lower amounts than state law allows and thus limiting the branch’s

ability to protect consumers.
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Not collecting monetary penalties
hasbeen alongstanding problem
for thecommission.

The Branch Does Not Consistently Gollect Money From Passenger
Carriers Related to Gtations

Based on the results of our review, we found that the branch has
not made consistent efforts to collect on citation penalties issued
to noncompliant passenger carriers. According to previous audit
findings, the branch has a history of not collecting outstanding
penalties. As of March 2014 the commission had $135,000 in
outstanding penalties assessed against passenger carricrs. We
believe the branch should explore options for increasing its ability
to require passenger carriers to pay penalties and otherwise comply
with its orders. When the branch fails to collect on citations issued
to passenger carriers, especially those operating without authority,
it is not adequately deterring passenger carriers from operating
outside of state law and this ultimately puts consumers at risk.

The branch did not exercise due diligence in coliecting penalties
associated with two of the 13 citations we reviewed. For one of

the two citations, the branch could not determine why it did not
collect $1,200 in remaining penalties after the carrier paid only

$50 because the senior investigator retired. In the second instance,
the commission’s fiscal office could not provide us with information
because the investigator never officially delivered the citation to the
unlawful carrier. The carrier, who was found to be operating after
license revocation, was not present when the investigator visited the
carrier's office in August 2008 and again in September 2008 to issue
the citation. Instead of tracking down the carrier to deliver this
$750 citation in person, the investigator sent the citation by mail

in late September 2008. A month later, the citation was returned

to the investigator as undeliverable. Neither the investigator nor
any other branch employee took action to prevent the carrier

from continuing to operate by locating the carrier and issuing the
citation, and the branch supervisors never logged the citation with
the commission’s fiscal office. Moreover, the investigation remained
open for another two and a half years. When another supervisor
finally closed the investigation, he found that a consumer review
Web site listed the carrier as closed. A senior investigator explained
that retirements of both the investigator and the supervisor
involved in this case factored into the delays we observed.

Not collecting manetary penalties has been a longstanding problem
for the commission. A 2007 California State Controlier’s Office
audit revealed that the commission had $20.3 million in outstanding
fines and fees owed to the State, the vast majority of which

were related to miilion-dollar fines against telecommunications
companies. In 2008 changes to state law (Chapter 552, Statutes

of z008) gave the commission the authority to pursue collections

as though it had already obtained a court judgment for the amount
owed to more effectively collect outstanding fines and fees; but this
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authority expired in January 2014. According to a December 2012
report from the commission to the Legislature, the commission
contracted with a third-party collections agency in 2008 to pursue
collections on these cases, but the agency was unsuccessful

in collecting the outstanding fines and fees because the companies
had gone out of business, were insolvent, in bankruptcy, or were
otherwise defunct. The commission noted that since the agency’s
efforts to locate and coliect payments were largely unsuccessful,
the commission concluded that the expiration of its additional
authority would probably not make a substantial difference in its
ability to collect past-due penalties.

The commission’s fiscal office provided documentation showing
that as of March 2014, there were $135,000 in outstanding fines
related to passenger carriers, $15,00¢ of which related to

fines issued before 2011.¢ The documentation aiso showed that

the branch issued $486,000 in fines from January 2011 through
March 2014, demonstrating that the commission had a collection
rate of approximately 75 percent for passenger carriers. However, as
we previously described, the amounts the branch cited passenger
carriers were significantly less than what state law allows.

According to the northern section supervisor, collections are
treated differently depending on a carrier’s license status. For
example, he stated that a carrier’s authority is suspended if the
carrier fails to pay a citation. However, the supervisor also stated
that if the carrier is not licensed, the branch does not have the
leverage of license suspension as a means to get the carrier to pay.
According to this supervisor, the fiscal office will send delinquency
letters to the carriers, and recently, the commission’s legal division
has staried taking carriers with overdue citations to small claims
court but often the carrier will disappear.

State law allows peace officers to impound vehicles when making
arrests of passenger carriers operating illegalty. However, this
authority to impound vehicles does not clearly extend to the branch’s
investigators, who can—under state law—perform some peace officer
activities. We believe the commission should explore revisions of
state law to allow its investigators to impound vehicles when illegai
carriers refuse to comply with commission orders or refuse to pay
penalties for operating illegally. Additionally, the branch could use its
authority to intercept certain payments carriers may receive from the
State. When carriers fail to pay citations, the branch could participate
in the Franchise Tax Board’s {Tax Board) Interagency Intercept

5 Of the $120,000 in outstanding fines since 201, $60,000 relates to three citations that
transportation network companies are contesting.
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Collection Program (intercept programy), which collects debts owed
to state agencies by offsetting individual income tax refunds, lottery
winnings, and unclairmed property payments.?

Impounding vehicles and intercepting state payments te carriers
could be effective tools to encourage passenger carriers to comply
with state law and pay their outstanding fines. When we discussed
this possibility with a branch supervisor, he agreed that these
actions could be useful tools but said there are practical barriers to
implementing these ideas. Specifically, the branch dees not have
Social Security numbers for all carriers (see the footnote) and does
not have space to store impounded vehicles. These concerns need
to be addressed as the commission examines the feasibility of using
these approaches to increase carrier compliance.

Commission Sa. Are Not E ectively Overseeing Aocounting Related
tothe Branch

Commission staff who are responsible for fiscal aspects of the branch
have not performed their duties effectively. For example, they do
not verify the fee payments that passenger carriers submit, which
are based on self-reported revenue. Further, they do not regularly
reconcile the fee revenue the commission receives from passenger
carriers with its costs to regulate those carriers. As a result, we
estimate that the commission collected $2.2 million more in fee
revenues in fiscal year 2012—13 than it spent on regulating passenger
carriers. This is problematic because state law generally requires

the commission to align these revenues and expenditures annually.
Finally, the branch overcharged the commission’s Transportation
Reimbursement Account (transportation account) by an estimated
$817,000 from fiscal years 2009-10 through 2012—13 because it
does not always fund its staff from the transportation account in
accordance with the time they spent regulating passenger carriers.

Commission @a Do Not Ensure That Passenger Carrier Fee Payments
Are Accurate

Despite explicit authority in state law to do so, commission staff do
not verify fee payments and associated revenue information that
passenger carriers submit. As state law allows, the commission
requires passenger carriers to pay a fee, calculated as a percentage

7 The intercept program does net offset corporation, limited liability company, or partnership
funds. Additionally, program materials indicate the program requires Social Security numbers for
individual debtors; however, state law specifies that the Tax Board may not condition a request
for a tax refund offset on the submission of the person’s Social Security number. Consequently, it
is not entirely clear that the commission would need this information in attempting to intercept
funds for applicable passenger carriers,
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of their gross revenues, to the commission to fund its regulatory
activities related to those carriers. According to the commission’s
budget and fiscal services manager (manager), passenger carriers
self-report their revenues as part of the fee payment process. State
law allows employees of the commission to inspect and examine
any books, accounts, records, and docurmnents that passenger
carriers keep. However, the manager acknowledged that accounting
stafl do not review and verify the revenue amounts and associated
fees that passenger carriers self-report. Therefore, the commission
does not know if fee payments are accurate.

Commission staff attribute their lack of verification of passenger
carrier fee payments to limited staffing, but they indicate they are
trying to find remedies for the problem. According to the manager,
the commission does not have the staffing to review the revenues
passenger carricrs self-report, but she added that she has actively
looked for solutions, including technological ones, which will allow
the commission to perform the verifications without additional
staft. Specifically, accounting managers are considering an interface
with the Tax Board to verify the revenue information that passenger
carriers submit. Passenger carriers also report revenue information
to the Tax Beard, so this interface would allow staff to compare the
reported revenue of passenger carriers. However, passenger carriers
could report false revenue information to the Tax Board; therefore,
this interface may be helpful but it is not sufficient. As mentioned
previously, staff have access to passenger carrier documents that
would verify the revenue they report to the branch. Without

some type of periodic review of passenger carrier documents, the
commission cannot be sure it is receiving the correct quarterly fee
payments that passenger carriers owe, potentially reducing the
funds available for oversight.

Commission Sa_ Have Not Aligned Revenuesand Expenditures
Assodated With Passenger Carriers AsSateLaw Requires

Because its staff do not regularly reconcile passenger carrier
revenues and expenditures, the commission is not meeting

state requirements to ensure alignment between the passenger
carrier fee revenue it collects and its costs to regulate those carriers.

As a result, we estimate that it collected $2.2 million more Wb estimatethat thecommission

from passenger carriers than it spent regulating them in fiscal oollected 1.1’ million morefrom
year 2012—13, contributing to the $5.3 million fund balance in the passenger carriersthan it spent

transportation account that year. State law requires that each class regutatingthemin i scal year 11117 {1,

of common carrier, including passenger carriers, pay fees sufficient contributing tothe | .t million

to support the commission’s regulatory activities for the class from fund batanceinthetransportation

which the fee is coliected. This requirement echoes an established acoount that year,
principle of California law: regulatory fees should not exceed,
and must bear a reasonable relationship to, the payors’ collective
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burdens on or benefits from the regulatory activity. The Legisiature
provided a framework in keeping with the commission’s obligation
to ensure that these standards are met, including annual review

and setting of fees, and a requirement to account separately for the
fees received from each class of carrier. In contrast to state law and
regulations, we found that the passenger carrier fees exceeded the
cost of the transportation enforcement activities in three of the

four fiscal years we reviewed and that the commission has not made
any corresponding adjustments to correct this problem.

According to the manager, there is no one-to-one relationship
between passenger carrier revenues and expenditures within the
transportation account. Instead, she said the commission tracks
expenditures by sections and indexes that identify the branch and
location within the commission that spent funds from the account.
An example of a section includes the division of administrative law
judges, while indexes relate to specific branch locations, such as the
L.os Angeles Rail Transit and Crossings Safety Branch. In addition,
certain commission costs are distributed to the commission’s

funding sources, including the transportation account. These costs
include spending associated with commissioners and their meetings,
buiiding costs, and other overhead. However, these distributed costs
are not explicitly associated with the different carrier classes within
the account. Instead, the manager told us the staff actively review
revenues and expenditures at the fund level and have not been actively
monitoring and adjusting the user fees or revenue and expenditure
projections by carrier class. She also noted that the commission is
working to update its cost allocation plan, to be implemented by

July 2014, which would allow it to associate allocated costs with carrier
classes. Additionally, she confirmed that the budget control officer
within the Safety and Enforcement Division performs expenditure
tracking but is not typically involved with appropriations or fund
monitoring. Instead, she noted that the commission’s budget office
should have performed those activities. Finally, she acknowledged
that a recent audit by the California Department of Finance (Finance)
identified a variety of weaknesses in the budget office, such as
deficiencies in its fund monitoring, and that the commission has been
working on corrective actions, such as increasing resoutces for the
budget office to conduct oversight activities.

As a likely result of these budgetary weaknesses, the fund balance
in the transportation account has continued to grow dramatically.
As discussed in the introduction, revenue flowing into the
transportation account comes from passenger carriers as well as
railroads and other transportation providers. Table 6 shows that the
transportation account received $14.1 million in revenues for fiscal
year 2012-13 and had only $10.9 million in expenditures, causing

a significant increase in the fund balance, from $5.6 million in the
prior year to $9.3 million. State law allows an apprepiiate reserve as
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the commission determines; however, the manager does not have
written guidance from the commission on what the reserve should
be for the transportation account. This rising fund balance indicates
that the commission should reduce revenues by lowering fees on
passenger carriers or it should increase its enforcement activities to
raise expenditures to meet existing revenues,

Table &

California Public Ltilities Commission's Transportation Reimbursement Account
Revenues, Expenditures, and Fund Balances

Fiscal Years 2005 06 Threugh 2012713

(In Thousands}

2005: 68

2010 11 2011 12
11,780
Expenditures LTS : : 1‘0,2183
Ending fund balance 5,2{)9 933 : ) . _ _ ‘5'5‘4‘9

Beginning fund balance ; $3;708»,
fevenues 48,93%3

Source: Financial data obtained from the California State Accounting and Reporting System.

The largest part of the fund balance increase is from passenger
carriers. We estimate that the commission is collecting substantially
more in fees from passenger carriers than it spends on regulating
them. For example, in fiscal year 2012—13, the commission collected
$2.2 million more in fee revenues from passenger carriers than we
estimate it spent on overseeing them, but the commission staff were
unaware of this fact until we brought it to their attention. Table 7
shows that as passenger carrier revenue has increased, related
expenditures have not kept pace.

Table7

Passenger Carrier Fee Revenuesand Estimated Passenger Carrier
Enforcement BExpenditures

Fiscal Years 200910 Through 2012713

(Dollarsin Thousands)

ASCALYEARS

200810 201011 201112 2012.13

Revenues 7 iS{,SO?

Estimated expenditures ‘::,82?6 :
Difference : ‘{'3‘7‘9)‘::
Percentage difference : (8%)3

Sources: Financial data obtained from the California State Accounting and Reporting System and
the California Public Utilities Commission's Transportation Management Information System.
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Because the commission does not track expenditures by

carrier class, we performed estimations to produce some

of the infoermation in Table 7. To do so, we examined more
detailed expenditure data for fiscal year zo12—13. We used

these data to calculate how much of allocated costs should be
distributed to each class of carrier. After calculating the percentage
of costs for each carrier class for that fiscal year, we used these
percentages to estimate past fiscal years.

A Finance audit of the transportation account released in April 2014
found that the commission did not annually determine user

fees as state law requires, nor did it justify why a fee adjustment
was not necessary or maintain documentation refated to how it
determined the fee levels it instituted. Because the branch does
not compare the amount it collects from passenger carriers to

the amount spent regulating those catriers, the commission risks
being unabie to support the validity of its fees if payers challenge
them. Also, the commission shortchanges public safety by not
spending the fees it receives from passenger carriers to improve its
enforcement program.

Alack of Managerial Overdght Led to Inoorrect Funding of
Transportation Enforcement Fositions

The branch does not always fund its staff from the transportation
account in alignment with the time staff have spent regulating
passenger carriers. The commission has established funding
distributions for staff who perform work that relies on more than
one funding source. For example, many staff in the branch spend
their time regulating passenger carriers and household goods
carriers. However, the household goods carriers pay fees into the
Transportation Rate Fund rather than the transportation account,
which receives passenger carrier fees. According to the branch’s
program manager, the branch bases the funding distributions for its
staff on expected workloads, but it has not systematically reviewed
those distributions in the last several years. As a result, only about
half of the 40 branch staff whose time charges we reviewed from
fiscal years 2009—10 through 2012—13 actually spent their time as
indicated in their funding distributions.s

In contrast, the other half of the staff members spent significantly
different amounts of time regutating the two carrier types than
was identified in their funding distributions. For example, in

8 We considered any funding distributions that matched employee time charges within
10 percent to be accurate. For example, if a staff member charged 54 percent of his or her time
to passenger carrier activities and the branch provided a funding distribution at 60 percent for
passenger carriers, we considered the distribution rate accurate.
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fiscal year 201112, one branch stafl member’s funding came
entirely from the transportation account. However, that staif
member only worked on passenger carrier activities for 4o percent
of the time, causing the branch to overcharge the transportation
account by more than $17,000 in that fiscal year. After reviewing
stafl time charges and pay information for 40 selected employees,
we estimated the amount that the branch may have mischarged
the transportation account by multiplying each fiscal year’s salary
expenses by the average error we identified in our review of

staff time charges. We estimate that the branch overcharged the
transportation account by $817,000 from fiscal years 2009-10
through 2012-13, which equated to an overall error rate of 5 percent
of salary-related expenditures.

These overcharges to the transportaticn account occurred because Overchargestothetransportation
branch managers infrequently and inconsistently monitor and acoount oocurred because
adjust the funding distributions of their staff. Between fiscal branch managersinfrequently
years 2009—10 through 2012-13, branch managers did not and inconsistently monitor and
perform a systematic review of the distribution of staff funding adjust the funding digtributions of
sources in comparison to time spent on the carrier types they theirigtal’,

regulated. in April zo14 the fiscal office staff performed such

an analysis. Specifically, the manager provided an analysis of

the branch’s funding and time charges from fiscal year 201213,

which showed that, as a whole, the transportation account

provided 77 percent of the branch’s funding, while the branch

spent about 72 percent of its time on passenger carrier activities.

This analysis confirmed the conclusion from our estimate that

the transportation account is being overcharged by approximately

5 percent.

The branch’s program manager, who started in his position in
April 2013, noted that the branch does not have a fermal process
for reviewing staff time charges and adjusting the funding
distributions accordingly. Even so, we identified some changes

to staff funding distributions during this period but found a lack

of support for these changes. For example, in 2010, the branch
changed the funding distribution for one staff member so that
instead of providing 60 percent of the position’s funding from the
transportation account, the staff member received 8o percent from
that source. We were unable to determine why those changes were
made because the form the branch used at that time to process
changes to funding distributions did not include a reason. In
March 2014 commission management implemented a new form
to process these changes that requires the branch to provide a
description of the position’s duties and a justification of proposed
funding distribution changes. Management also provided human
resources staff with guidance on how to use the form and a flow
chart of the approval process.
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Finance noted that the commission’s lack of budget control is a
major reason the commission has pushed responsibility for many
budget office tasks onte program managers. In a December 2012
report, Finance found the commission had ineffective assignment
of budgeting responsibilities, ineftective communication

and coordination, limited written policics and procedures, and
insufficient staff training. That report recommended that the
commission increase staffing in the budget office and establish and
clearly define the roles, responsibilities, and authority of those staff
performing budgeting tasks between program divisions, the fiscal
and budget offices, and executive management. Without a review
process to verify that staff funding sources match their workloads
and that funding distribution changes are justified, the branch
inappropriately uses the transportation account to compensate for
work associated with other activities, such as regulating household
goods carriers.

The Branch incorrectly Funded and Used Positions Authorized inthe
Sate Budget for Enforcement of Passenger Carriersat Airports

Despite clear direction in the State’s budget documents, the
branch did not fund and use five new positions as the Legislature
intended. Specifically, the Legislature authorized the commission
to add five positions to conduct passenger carrier enforcement at
major state airports. However, the branch has used the positions
as general purpose employees and did not have them work on
airport enforcement activities. The branch implemented an airport
enforcement program with two staff members in Los Angeles, but
it did not use any of the five positions authorized in the budget to
augment the staff for this program. The branch also attempted

to implement an unlicensed carrier towing program at other
California airports but was unsuccessful in doing so.

The Branch Did Not Usethe New Positionsfor Airport Enforcement As
the Legidature Intended

After the commission received approval to hire five additional
investigators to enforce regulatory requirements on passenger
carriers at airports, the branch proceeded to use those staff
members as general purpose employees who did not work on
airport enforcement. Through the budget process, the Legislature
agreed to fund five positions starting in fiscal year 2007-08.
According to the budget documents, the positions were to provide
passenger carrier enforcement at major California airports.
However, in July 2009, the commission’s executive management
administratively transferred one of the five positions to the rail
safety branch to preserve a position that was set to expire; fater,
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in August 2009, the branch transferred that same position to the
electric generation performance branch. As indicated by their
names, neither of these branches performs activities related to
passenger carriers or airports, so commission staff improperly
redirected the position. Additionally, the branch established the
remaining four positions as general purpose branch investigators,
and the job descriptions of those positions do not specificaily
reference airport enforcement. Further, based on our review of
time charges for staff who filled these positions, we found that they
worked on household goods carrier investigations and licensing
activities, both of which were outside the scope of their approved
positions. Figure 5 shows that these four remaining branch

staff spent only 44 percent of their time on passenger carrier
investigations. Moreover, these investigations were not exclusively
related to work at airports.

Figureb
Time Charging Distribution for the Four Additional Investigator Positions
Fiscal Years 20091 10 Through 2012713

Licensing

Investigations  “SlRededs Distribution

Household Goods
Carrier Investigations

Source: California Public Utilities Commission’s Work Tracking Timekeeping System.

Notes: Time charged for passenger carrier investigations were not all exclusively conducted
atairports.

One of the five additional investigator positions was transferred to another branch in July 2009 and
did not spend any time on these activities. This chart does not include time charged for training,
leave, cr administration.

The branch did implement an airport enforcement program

in Los Angeles, but it did not use the positions the Legislature
added to do so. According to the southern section supervisor,
two staff members in the southern section have worked on
investigations at Los Angeles International Airport (LAX) since
fiscal year 2009~10. Nevertheless, our review of the list of LAX
enforcement staff the southern section supervisor provided
confirmed that they were not the individuals hired into any of the
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five positions the commission established in response to the fiscal
year 2007-08 budget. In addition, the southern section supervisor
acknowledged that the staff members working at LAX also spent
time performing household goods carrier investigations. Further,
when we interviewed one of the investigators who was stationed at
LAX, she noted that she performed occastonal “ride-alongs” during
which she worked with LAX police to issue citations directly to
unlicensed carriers rather than enforcing the entire charter-party
carrier act, such as by reviewing whether the carrier had received a
required safety inspection. However, she stated that airport police
issued most of the citations and then forwarded them to her for
processing. Limitations to the scope of LAX work aside, branch
management believes this targeted airport work has been effective
in reducing unlicensed carriers operating at LAX.

The Branch Made Limited E ortsto Implement an Airport Enforoement
Programat Cther Major Airports

The branch made attempts to implement a program in Nerthern
California similar to the LAX program described above but
ultimately did not. The northern section supervisor provided
e-mails demonstrating that commission staff attempted to meet
with officials at San Francisco International Airport (SFO) to
implement a program to tow unlicensed passenger carrier vehicles
in 2009 and 2010. However, the branch never implemented such

a program. According to the current program manager, his staff
described subsequent efforts with SFO as unproductive because
airport management balked at having branch staff stationed at
SFQ. Additionally, the northern section supervisor stated that
Qalkland International Airport (OAK) was also not interested in
having branch staff stationed at its airport. He further stated that
the branch was unable to implement a program at SFO and OAK
because local law enforcement was not willing to work with the
branch. Finally, the southern section supervisor noted that she
reached out to other Southern California airports, but she could not
provide documentation of that outreach.

While airports are not required to offer office space to branch
staff to facilitate investigations of passenger carriers, nothing
prevents the branch from initiating investigations or conducting
enforcement activity on their properties. Specifically, state Jaw
allows commission staff to make arrests, serve search warrants,
and perform other enforcement activities for violations of state
law regulated by the commission. Therefore, branch staff could
have issued citations to unlicensed passenger carriers operating
at airports and initiated investigations based on unlicensed
passenger carriers encountered at airports, among other
enforcement actions. In fact, the northern section supervisor
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provided documentation showing the branch performed limited
enforcement activity at airports other than LAX. Specifically,
branch staff conducted enforcement at airports as part of joint
operations with airport police to cite unlicensed passenger

carriers and with the CHP to conduct safety inspections. The
northern section supervisor’s documentation showed that they

had conducted such joint operations at Bay Area airports, such as
SFO and OAK, 10 times from fiscal year 200910 through 201112,
three times at Sacramento International Airport during that period,
and three times at Southern California airports other than LAX.
According to the documentation the branch provided, these joint
operations initiated investigations and produced enforcement
actions, such as notices to correct documentation violations and
misdemeanor warnings for operating without a permit or with a
revoked permit. Cansequently, we do not believe the branch needed
office space at the airports to implement the more formal airport
program originally intended by the Legislature’s appropriation of
the five positions.

Despite the possible effectiveness of the LAX and joint operations

programs and some efforts to implement a towing program at SFQ,

the former branch program manager did not ensure during his

tenure that the branch used the five authorized positions to conduct

passenger carrier enforcement at California airports. According to

key commission staff, such as the safety and enforcement division’s

assistant budget control officer and the assistant human resources

director, it is the program manager’s responsibility to ensure that

positions are used as the Legisiature has authorized. We could

not determine why the former program manager did not direct

the positions to conduct airport enforcement because he is no

longer with the commission. We interviewed his replacement and

key commission management and were still unable to determine

why the branch did not follow the Legislature’s authorized use of Becausethebranch doesnot usethe
the positions. Because the branch does not use the positions as - positionsasintended, it may not be
intended, it may not be catching and deterring unlicensed carriers catchingand deterring unlicensed
at airports. carriersat airports.

The Branch's Lack of Internal Gontrol and High Turnover Have Led to
tnadequate Enforcement Acrossthe State

Because of high turnover and loss of institutional knowledge,
branch management has not set goals or developed performance
measures that would enable the branch to achieve long-term
objectives related to public safety throughout California.
Specifically, the branch had 14 different individuals fitling

seven key management positions over the last four years as well
as significant periods of vacancy in these positions. As a result
of this management turmoil, the branch has not developed
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written guidance for staff and managers or provided consistent

training for its staff that could enhance their ability to conduct

enforcement activities. Ultimately, the branch is not prepared for

the additional responsibilities state law and the commission have

recently imposed.

Leadership Within the Branch HasBeen Lacking

The branch has not developed a strategic plan for regulating

passenger carriers and ensuring consumer transportation safety,
Branch management hasnot set Specifically, branch management has not set goals, developed
goals, developed performance performance measures to meet those goals, or produced any plans
measuresto meet thosegoals, or to achieve long-term objectives or guide its activities. State law
produced any plansto achieve requires agency managers to establish administrative controls
long-term objectivesor guide and provide ongoing monitoring of those controls within their
itsactivities. agencies. Tasked by state law to establish guidelines for agency

management on how to implement effective controis, Finance
notes in its guidance that the law provides a broad view of internal
controls, recognizing that controls must safeguard assets, provide
reliable financial information, promote operational efficiency, and
encourage compliance with applicable laws, regulations, and office
policies and procedures. The U.S. Government Accountability
Office (GAQ) identifies agency goals, performance measures,

and strategic plans as key elements for developing successful
internal controls.

The branch’s program manager told us he was working on program
goals and that they were in draft form as of February 2014.2 This
program manager, who had been in this position for roughly

one vear, stated he spent his first year primarily working on

a backlog in the licensing section, delegating transportation
enforcement strategy and decisions to recently appointed section
supervisors. Delegating branch strategy and decisions related to
transportation enforcement may be appropriate if the section
supervisors have clear, written guidance upon which to base their
decisions and strategies. Unfortunately, neither of the enforcement
section supervisors could identify policies or procedures that
previous managers used in their positions, and the program
manager has also not provided this guidance. Without written
guidance directing the branch'’s efforts and without mechanisms
for receiving feedback on how the branch is performing, branch
management cannot effectively lead the branch in accomplishing its
mission to protect consumers.

® This program manager resigned his position in May 2014.
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The Branch Experienced High Management Turnover for Several Years

The program management inadeguacies we discussed previously
were at least parlly the result of high turnover in branch
management. A number of branch staff told us that the branch
leadership was nonexistent and unresponsive, and it lacked the
training and experience needed to run the program effectively. The
manager noted that there has been a lot of turnover in the branch,
leading to a huge institutional knowledge drain. The branch had
14 different individuals in seven key management positions
between fiscal years 2009—10 and 2012—-13. We identified a

drain of management experience within the branch as staff

left these key management positions. Specifically, commission
staff identified a total of more than 53 years of management
experience that left these positions during this four-year period,
although 20.5 years of this experience was retained within the
branch as staff were promoted or became retired annuitants.
Table 8 illustrates a summary of turnover in key positions for
fiscal years 2009—10 through 2012~13. The table shows that these
positions were vacant for 38 months before the commission filied
them. These key positions are responsible for making important
management decisions, such as directing the branch’s operations
and coordinating investigations in each of the two enforcement
sections. Having frequent turnover, loss of expertise, and lengthy
vacancies in these positicns has left the branch without the ability
to exert necessary leadership.

Table 8
Transportation Enforcement Branch Turnover
Fiscal Years 200910 Through 2012713

NUMBEROCF STAFF  DURATION VACANT®
INPOSITION MONTHS

PCITION

Program Manager

Northern Section
Supervisor

Southern Section
Supervisor

Sacramento Office
Senior Representative
Les Angeles Office
Senior Represemative

San Diego Office
Senior Representative

San Francisco Office
Senior Representative

Totals 14 38 535

Source: Information provided by the California Public Utilities Commission’s assistant human
resources director.

* This includes the time spent recruiting for the positicn.
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TheBranch DoesNot Ehsure That Sa  Receive Adequate Training

The branch does not ensure adequate training and continuing
education for its investigators. The GAQ considers emplovee
training an important part of internal controls, stating that agencies
should provide continuing training and develop a mechanism to
ensure that all employees actually receive that training. However,
the branch has not created a training program and does not ensure
that employees receive appropriate training. Nine investigators

we spoke to told us that after their new employee training, they
received no training specific to regulating passenger carriers. The
investigators stated that as new employees, branch supervisors
would have them review old investigation cases or sit with other
investigators for a time to learn how to perform their jobs.
Although this may be helpful, it is not a sufficient substitute for
formal training. When branch staff members do not receive regular
training related to their duties, they cannot maintain current
knowledge of laws, regulations, and industry trends; therefore,
they cannot respond to changes in the regulatory environment

and passenger carrier tactics. This can produce opportunities for
carriers to avoid regulation and it can endanger public safety.

The Branch isNot Prepared to Handle Additional Responsibilities

As described in the Introduction, a new state law and a new
initiative from the commission to have the branch regulate
transportation network companies will place additional
responsibilities on a program that is not currently well managed.
For example, state law now requires additional safety measures for
certain limousines and the branch must ensure that carriers comply
with them when its investigators are conducting investigations.
Similarly, the addition of transportation network companies to the
commission’s responsibilities increases the number of passenger
carriers the branch must regulate. As discussed earlier, the branch
has not effectively managed its current investigation and citation
responsibilities. By failing to use the authority that state law grants
it, including assessing higher penalties that deter illegal behavior,
the branch is allowing passenger carriers to operate outside the
framework of state law. If the branch continues to ignore its
responsibilities to regulate these carriers effectively, it will continue
to put the public at risk and will be unable to handle additional
responsibilities effectively.
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Reocommendations

To ensure carrier and public safety, the commission should
ensure that the branch develops policies and procedures for
receiving complaints and investigating passenger carriers by
December 31, 2014. These policies and procedures should ensure
that all complaints are entered into the complaints database.

To ensure that it resolves complaints against passenger carriers in

a timely manner, the commission should establish a method for
prioritizing complaints and it should implement a policy specifying
the maximum amount of time between the receipt of a complaint
and the completion of the subsequent investigation. Further, the
commission should require branch management to monitor and
report regularly on its performance in meeting that policy.

To ensure that the branch conducts thorough investigations of
passenger carriers, the commission should do the following:

. Establish standards specifying the types of evidence that it
considers sufficient to determine whether a passenger carrier is
operating illegally.

+ Implement a policy that directs investigators to obtain sufficient
evidence to justify determinations and to verify carrier claims
that they are no longer operating or are not operating illegally.

+ Require investigators to review passenger carriers for compliance
with each state law relating to passenger carrier requirements.

« Implement a formal training program to ensure that all
investigators have adequate knowledge and skills related to
regulating passenger carriers.

To better ensure passenger carrier and public safety, the
commission should create a system to determine when a carrier
merits 2 penalty and what the magnitude of the penalty should
be. In addition, to be an effective deterrent, the amount of such
penalties should be more consistent with what state law permits.

The commission should require staff to examine and formally
report on the feasibility of impounding the vehicles of passenger
carriers that refuse to comply with commission orders or that
refuse to pay citation penalties and also on the feasibility of making
use of the Tax Board’s program for intercepting income tax refunds,
lottery winnings, and unclaimed property payments to collect
unpaid citation penalties.
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To ensure that passenger carriers submit accurate fee payments, the
commission should require its fiscal staff to implement a process to
verify passenger carrier fee payments and associated revenue.

To ensure that it complies with state law and uses passenger carrier
fees appropriately, the commission should implement a process

to ensure that passenger carrier fee revenues more closely match
related enforcement costs.

To ensure that it does not further overcharge the transportation
account, the commission should require the branch to review
annually all branch staff funding distributions and align them with
recent time charges.

To detect and deter carriers from operating illegally at airports,

the branch should use as intended the five positions added for
passenger carrier enforcement at airports. If the branch chooses
not to designate five positions solely for this purpose, then it must
be prepared to demonstrate regularly that an equivalent number of
full-time positions are working on this activity.

To strengthen its leadership and ensure passenger carrier and
public safety, the branch should produce a draft strategic plan by
December 31, 2014, with a final strategic plan completed as the
commission specifies. The strategic plan should include goals
for the program; strategies for achieving those goals, including
strategies for staff development and training; and performance
measures to assess goal achievement.
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We conducted this audit under the authority vested in the California State Auditor by Section 8543

et seq. of the California Government Code and according to generally accepted government

auditing standards. Those standards require that we plan and perform the audit to obtain sufhcient,
apprepriate evidence to provide a reasonable basis for our findings and conclusions based on our audit
objectives specified in the scope section of the report. We believe that the evidence obtained provides
a reasonable basis for our findings and conclusions based on our audit objectives.

Respectfully submitted,

Elesira 7). flrot -

ELAINE M. HOWLE, CPA
State Auditor

Date: June 17, 2014

Staff: Benjamin M. Belnap, CIA, Audit Principal
Katrina Solorio
Hm Adams, MPP
Ray Sophie, MPA

Legal Counsel:  Elizabeth Stallard, JI2, Senior Staff Counsel
joseph L. Porche, ]D, Staff Counsel

For questions regarding the contents of this report, please contact
Margarita Ferndndez, Chief of Public Affairs, at 916.445.0253.



44 California Sate Auditor Report 2013-130
June 2014



California State Auditor Report 2013-130
June 2014

STATE OF CALIFORNIA Edmund G. Brown Jr., Governor

PUBLIC UTILITIES COMMISSION

505 VAN NESS AVENUE N

SAN FRANCISCO, CA 94102-3298

June 2, 2014

Flaine Howle, State Auditor ™
Caldorma State Auditor’s Office
621 Capitol Mall

Suite 1200

Sacramento, CA 95814

Re: Response to the Burean of State Audits Draft Report “California Public Utiliics Commission: It Fails to
Adequately Ensure Consumers’” Transportation Safety and Does Not Appropriately Colleet and Spend Fees From

Passenger Carriers.”

Dear Ms. Howle:

The California Public Hhilites Commission {CPUIC) provides the following in responsce to the March 27th, 2014 drall
audit report [rom the Bureau ol State Audits entitled “Califorria Public Utlities Commission: It Fails 1o Adequatcly
Ensure Consumers” Transportation Safety and Does Not Appropriately Collect and Spend Fees From Passenger
Carriers.” We take the audit resuit’s implicatons o public safety and transportation [ee assessiment and collection very

scriously and intend to comply with all constructive recommendations, as outlined below.

While we largely agree with the audit’s individual [indings and recommendations, we respectfully disagree with the
overarching conclusion that the CPUC [ails 1o adequately ensure consumers’ iransportation salety. The audil focused
on specilie enlorcement activities within the "Transportation Enlorcement Branely, and while we agree there are
certainly deliciencies n some areas, we believe that the CPUCs collective efforts 1o ensire Calilornian’s transportation

safety through active enlorcement and licensing have not been trivial, nor a failure,

The CPUC lias already begun to improve our methods of assessing and collecting fee paviments, and we are mapping
oul our corrective actions in responsce to the other audit observations relating to deficiencies in lransportation
enlorcement. Our goat is 1o make all necessary changes 1o policies, processes and procedures, and documentation 1o

address all recommendations.

Audit Recommendations (in saffcs) and Responscs:

1. o casure carrier and public safety, the commission should cisire that the brancli develops policies and
procedures for recenug complants and investgating passenger carriers by December 31, 2014 These policics
and procedures should cosire that all corplaints are citered o the complanns database.

*

California State Auditor’s comment begins on page 49.
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Response: CPUC agrees with this recommendation. As recoginzed by the audn repert, the Transportation
Iaforcement Branch (T1XB) has sullered frem hngh turnover i recent years and has experienced adram m
mstiutional keewledge due 1o the loss ol senior managerment and the lack of sullicient polictes and proceduares. "TEDB
stall ave in the process of developing a new policy and procedures manual for enforeement activities, neluding policies
and procedures lor processing complaints and investignting passenger coriers. FEB nmimagement 1s conumitted to
annually reviewing the resulting manual Tor completeness and accuracy to avord this gap m documentation lrom
cccurring again. Staff will also adjust the current procedure Tor compliunt meake o require that all complaints received

{irst be Jogged into the complant rackmg database, per audit recommendaton.

Y 1o ensure that 1t resolves complaiits against passcuger carrsers ) a amely manier, the comnussion should
cstablish 4 inethod lor priomitizing complamts and plement & policy specifimy the maximun: amount of unie
berncen the receipt of a complaint aud the completion of the subscquent investignuon. Furthes, the commission
should require bianch management to monitor and report regulardy on its performance i mecting that poficy.

Response: CPUC agrees with this recommendation. TLEB will create procedures and policies Tor prionitizing
complaints and will create milestones to guide investgators working on cases. TED stall will summarize perlormance

measurements in a monthly report to management.

3. To ensure that the branch conducts thorouglt investigations of passenger carrsers, the commission should do the
tolloswing:
a.  Establish standards speciiVing the tpes of evidence thiat it considers suflicient o determine whether a
passenger carricl 1s operating itlegally.
b, Implement a policy that directs imvestigators (o obtain sulficiont evidence to justily determinations and 1o
verily carrier clarms that they are no fonger operating, or are not operating cgally,

Response: CPUC agrees with this recommendation. TE will document the type of evidence that is neeessary for an

ivestigator to determine when a carrier is operating legally, or comversely, the determination that a carrier 1s not
operating illegally or no longer operating. 1n addition to verifying whether heensing requirements have been met, an
imvestigator must also find evidence of the following three elements o determine illegal aclivity: 1) transportation of
passengers has occurred, 2) over public highways, and 3) [or compensation. "This evidence can be diflicult to obtain
without catching a carrier “in the act” so to speak, however TEB 1s comimitied to strengthening its enforcement eflorts

by establishing ellective standards.

¢ Require mvestigators to review passcnger carrrers for complianee witly cach staie faw refating to passcenger
CHITIER FEGUITCINCRLS.

Response: CPUC agrees with this recommendation.

d. Implement a formal trainmg progran: to cusure that 2l inestigators have adequate knovdedge and skifls
rehiied to regulating passenger curiers.

Response: CPUC agrees with this recommendation. Although TIEB doces not currently have a formal written training
program, investigators are provided on-the-job tramning, TEB supervisors in Los Angeles and San Franciseo are

currently documenting tse training provided 1o thew respeetive new hires 1n order 1o ereate a lormal raining progran.

4. 1o better ensure carrvier and public saleq, the conunission shiould create a system o determine when a carmer
merits a peaally and vwiat the magmitude of the penalty should be; sueh penaluces should be more consistent with
wtat stafe fov permits.

Responsc: CPPUC agrees with s recommendation. TEB and the commuission will work together to evaluate current
policies in the context of BSA audit recommendations; stall will ereate a wiitten pohiey to guide stafl when issuing

citations. TER’s current policy for determining fines is based on eriteria outlined i a past commission decision. This
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policy has been used lor all but the lowest lises (those under $5,000). The Saleny Enlorcement Division {which TLEDB
15 o part ol) has historeally cneaged 1 progressive enlorcement as away 1o cnsure regulatory comphance; hecause ol
this, the strongest penalty s oflen ot assessed on the first violwon, the goal being o creane scdeterrenee and promote
comphance. Another factor TEB must consider when evaluatmg penalues s that a magoruy ol passenger carriers cited
are small businesses with imited assets and resovrees. Due 1o the way that [nes can be compounded, many lines can
veach six higures for a carrier whose gross revenue would not even reach that ameount. Fines assessed at that level would

likely be sigmlicantly reduced i the citaton were appealed to an Admnistratve Law Judge.

The commission should regure stdlto exannpe and formalh report on the foasibibty of impounding the veficles
of passcnger carriers who refuse to conmpdy with comnussion orders or refuse (o pay citavon penaltics and also on

the feastbifity of making use of the Tay Board’s prograns [6r pitercepiing income tax refunds, fottery winiings, and
unclanmed property payienis (o coflecr unpaid citation penalties.

]

Response: CPUC agrees with this recommendation and commits 1o a leasibility study for these tvo enloreement

options, the results ol which will be reported o the Comunussioners.

& o enswre that passenger carriers submil accurate fee payiments, the commission sfiould require fiscal stafl to
mmplement a process to verily passenger carrier fee payments and associated revenuce.

Response: CPUC agrees with this recommendation and recognizes the sk ol underreporting that sell-reported
revenue preseits il not validated in some way. Qur goals are 1o both enswre Jull payment and potentially deter
passenger carrier operators lempted to misreport their revenues. In the short-term, tus will be accomplished though
redirection of stalling resources currently i the Fiscal Olfice. CPUC annually receives up to 8,000 passenger carrier
payments, many ol which are small businesses or owner-operators. With current stalling levels the Fisead Olffice will be
unable to perform [ull verification ol revenue for every one of these revenue payments. CPUC Management is
considering the option of having Fiscal Office stall regularly audit a sample ol lee payments using a protocol that stall
would develop with TTB stall. Additionally, the Fiscal Office will request additional stailing resources to support this

new revenue verification lunction in the longer term.

7. 1o ensure that it complics with state faw and uses passenger carrier fees appropriaicly, the cominussion should
mplement a process to cnsure that revenue from passenger carricr fees more closely matehies refated
enforcement costs.

Response: CPUC agrees with this recommendation and will implement a new user lee assessment process lor the
Public Halities Commission Trasportaton Remmbursement Account beginning w the [l of 2014, Fhis process will
be coupled with the zero-based budgel process the ageney is preparing for FY 2015-16, which is an agency-wide ellort
to evaluate program needs to support CPUC regulation ol ail uttlites, meluding transportation.,

8. To evsure that 5t docs not firther overclinge the tansportation account, the commussion should require the
branch to review annually all biznelr stafl funding distributrons aned aligir them with recent time charges.

is has already been completed Tor TEB stail, and

adjustments to funding distributions ave m the process ol being made lor Fiscal Year 201:4-15. Addiionally, CPUC wll
unplement a policy to require all Division Budget Control Ollicers (BCOs) to annually evaluale the fundmg
distributions of their emplovees agamst actual time worked (tmesheets), and work with the CPUC Budget Ofhice o
make adjustments il necessary. As noted by the audit, as ol Aprid 1, 2014, CPUC implemented a new policy that
requires Divisions to submil justification and documentation to set the lunding distribution [or a new employee or an
ciployee that is changing positions with the CPUC. This s reviewed and approved by the CPUC Budget Oflice lor

completeness and polential impacts on [und appropriations belore bemg processed.

47
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0. Todeteet and deter carticrs from operatig dlegally at aports, the branch should use as mtended ihe fve
positions added for passenger carrier enforcement at anponts. Hthe branch chooses not (o designate five positions
solely for this purpose, then it st be prepared to demonstrate on a regudar basis thar an cquivalent number of
fulltime positions are working on this activity.

Response: CPUC agrees with this recomimendation.

10. To ensure carrier and public safety, the branch should produce a draft strategic plan by December 31, 2014, with
a finad strategre plan completed as the conunission specifics. The strategic plan should fuclude goals for the
program; strategies lor achieving thase goals, including strategies for stall development and traiming and
performunce measures o assess goal achievement.

Response: CPUC agrees with this recommendation and recognizes the need for a cohesive strategic plan to support
the various corrective actions TER will make as a result of this audit.

Summary of Respense
The audit identifies a number of deficiencies related to CPUCs transportation enforcement activities as well as issues

related 1o collection, assessment wid spending against passenger carrier user fees, CPUC agrees with the audit’s
ndividual findings and reconmendations and has already made proactive clianges 1o resolve some issues.
Additionally, CPUC is commitied o developing a corrective action plan that will guide progress toward the
implementation of the remaining recormmendations. These corrective actions will include documenting policies,
processes and procedures related to tmnsportation enforcement work, establishing new investigation standards, and
developing # process to verify passenger carrier revenue,

We look {orward to continuing 1o work with yon and your staff to improve the CPUC’s practices,

Siould you have questions or require further information, please contact Michelle Cooke, Deputy Executive Director
for Budget and Administration and Administrative Services Director, at {(41.5) 703-2163.
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Michelle Covke, Deputy Executive Director/Administrative Services Director, CPUC
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Comment

CALIFORNIA STATE AUDITOR’S COMMENT ONTHE
RESPONSE FROM THE CALIFORNIA PUBLIC UTILITIES
COMMISSION

To provide clarity and perspective, we are commenting on the
California Public Utilities Commission’s {commission} response to
our audit. The number below corresponds to the number we have
placed in the margin of the commission’s response.

Based on the findings outlined in our report, we stand by our @
conclusion that the commission has failed to adequately ensure

consumer’s transportation safety. We examined the commission’s

consumer safcty activities related to the audit objectives approved

by the Joint Legislative Audit Committee. Within this audit scope,

which the audit report clearly states is focused on passenger carriers
regulated by the commission, we found a continual pattern of

inadequate policies and practices along with instances that highlight

those inadequacies. For example, our audit identified, among other
concerns, the following issues related to passenger safety:

+ As we state on page 20, the commission’s Transportation
Enforcement Branch (branch} conducted adequate investigations
in only 23 of the 40 cases we reviewed. In the remaining
cases discussed on pages 21 and 22, the branch either did not
review passenger carriers for compliance with safety-related
licensing requirements or the investigators did not use sound
investigative approaches that demonstrated due diligence. For
instance, an investigator closed a case after a carrier threatened
a comptlainant with a weapon, rather than taking steps to ensure
consumer safety, such as alerting law enforcement. Also, a
branch investigator took a passenger carrier at his word that
he was not operating vehicles without California Highway
Patrol safety inspections rather than obtaining evidence to
verify the carrier’s claim. Moreover, the branch did not cite a
passenger carrier transporting 13 people, including children, in
an 11-person capacity van, a clear safety hazard.

+ Further, as we describe on page 25, when an unlicensed carrier
was involved in an accident during which three passengers were
ejected resulting in one fatality, and the branch determined
the carrier lacked liability insurance and other licensing
requirements, it cited the carrier for only 2 percent of the
amount the law allows.

+ Additionally, as described on page 18, the branch does not ensure
that it investigates consumer complaints and issues citations
in a timely manner. For example, for one investigation, the
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investigator did not issue the citation until nearly eight months
after substantiating violations in which the passenger carrier
failed to adhere to several safety requirements, including failing
to enroll all of its drivers inn a drug and alcohol testing program
and a Californja Department of Motor Vehicles program that
monitors drivers’ records.



