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During a limited review at Department of Animal Care and Control (DACC), we noted areas where DACC
can strengthen its strategic management and internal controls for handling animal welfare complaints
and field responses. Please see Attachment I, Table of Findings and Recommendations for Corrective
Action, for details of our observations and recommendations.
Review of Report
We discussed our report with DACC management. The Department’s response (Attachment II) indicates
general agreement with our findings and recommendations.
We thank DACC management and staff for their cooperation and assistance during our review. If you
have any questions please call me at (213) 893-0058, or your staff may contact Chief Investigator, Greg
Hellmold at (213) 893-0243.
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Report #IOR-2016-12438

DEPARTMENT OF ANIMAL CARE AND CONTROL
IMPROVEMENT OPPORTUNITIES NOTED DURING LIMITED REVIEW #2016-12438

BACKGROUND
The Department of Animal Care and Control (DACC) is responsible for intaking, assessing,
responding to, and addressing reported animal welfare complaints (e.g., cruelty, abuse, neglect, or
public safety) within the County and contract cities. Such reports generate calls for service known
as “activities” that Animal Control Officers (ACOs) must complete. DACC reported receiving 158,544
such calls in calendar year 2018. We reviewed DACC field response activities in response to animal
welfare complaints during calendar years 2017-2019 and noted areas where DACC can strengthen
its internal controls and processes.
TABLE OF FINDINGS AND RECOMMENDATIONS FOR CORRECTIVE ACTION
RECOMMENDATION
ISSUE
1 Strategic Management of Animal Welfare Complaints and Priority 2 – DACC management
strengthen the management of animal
Field Responses – We noted opportunities for DACC to
welfare complaints and field
enhance oversight of animal welfare complaints and field
responses by:
responses.
DACC provided a “Pending Call Log” (Log) that identified 2,018 a) Re-evaluating Policy OPF140 to
ensure priority levels and
complaints pending a field response as of October 29, 2019.
corresponding response
Although the Log did not identify the “Priority Level1” of each
timeframes are realistic and
complaint, 1,868 (93%) of the complaints were outstanding
attainable given current staffing
more than seven days, which exceeds the established field
levels and caseloads.
response timeframe for Priority 4 complaints (the least
sensitive priority level except for Priority 5 complaints that have
b) Establishing a formal process to
no established field response timeframe per DACC Policy
periodically evaluate performance
OPF140), and 134 of the complaints were outstanding
trend data and adjustments to
between one and five years. We also noted ACOs “closed-out”
priorities and/or staff deployments.
1,026 complaints during calendar years 2017 through 2019
without conducting any field response.
Department Response: Agree
This indicates that the Department’s response timeframes may Implementation Date: August 1, 2020
not be aligned with existing staffing levels and complaint
volume. DACC management established the timeframes in
Policy OPF140 on July 1, 2003, and has never revised them.
Impacts:
 Gaps between staff performance and policy requirements/
expectations
1

ACC Policy OPF140 (effective July 1, 2003) defines the different types of field responses and establishes Priority Levels
(1-5) base on the threat to public or animal welfare. It also provides the following response timeframes: Priority 1 within
one hour or less, Priority 2 within four hours, Priority 3 within 24 hours, Priority 4 within seven days, and Priority 5 no time
limit.
Priority Ranking: This audit team assigned Priority Rankings to Recommendations from 1 to 3 based on the potential seriousness and
likelihood of negative impact on the Agency’s operations if corrective action is not taken.
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TABLE OF FINDINGS AND RECOMMENDATIONS FOR CORRECTIVE ACTION
RECOMMENDATION
ISSUE
Opportunities to optimize deployment of resources and
staff
Increased risk of animal welfare issues going unaddressed
when cases are closed without a field response

2 Compliance Monitoring of Field Responses to Animal
Welfare Complaints – DACC management can improve the
accountability and effectiveness of field operations by
establishing controls to ensure staff comply with DACC Policy
OPF140, which sets field response timeframes for animal
welfare complaints. We noted that ACOs routinely postponed
field responses beyond the timeframes specified in the policy
and/or “closed-out” complaints without any field response
during calendar years 2017-2019 and there was no indication
that supervisors routinely followed-up on such deviations.
Impacts:
 Increased risk of animal welfare issues
 Inadequate measurement of staff performance
3 Scheduling and Dispatching Process for Field Responses
to Animal Welfare Complaints – DACC’s process for
scheduling and dispatching resources can be strengthened to
more efficiently deploy personnel. Specifically, ACOs receive
a list of assigned complaints/field responses each workday,
which is not compiled or sorted for routing efficiency.

Priority 2 – DACC management
establish internal controls to monitor
compliance with DACC Policy
OPF140 and create a more
accountable process for responding
to and closing animal welfare
complaints, including in cases where
no field response is conducted.
Department Response: Agree
Implementation Date: September 1,
2020

Priority 3 – DACC management
explore the feasibility of technology
solutions to improve efficiency in
scheduling and dispatching ACOs,
and to the extent possible optimize
the assignment of animal welfare
complaints based on the geographic
location of the ACO and the required
field response.

Impacts:
 Potential lost productivity due to increased travel time and
less optimal routing
 Difficulty comparing performance between staff and setting/ Department Response: Agree
Implementation Date: November 1, 2020
enforcing performance targets.

For more information on our auditing process, including recommendation priority rankings, the follow-up process,
and management’s responsibility for internal controls, visit auditor.lacounty.gov/audit-process-information.

Priority Ranking: This audit team assigned Priority Rankings to Recommendations from 1 to 3 based on the potential seriousness and
likelihood of negative impact on the Agency’s operations if corrective action is not taken.
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