
 

CITY OF PALO ALTO OFFICE OF THE CITY AUDITOR 
 
  

February 4, 2013 

 

The Honorable City Council 
Palo Alto, California 

City of Palo Alto Performance Report for FY 2012 (Service Efforts and 
Accomplishments) 

The Office of the City Auditor presents the City of Palo Alto Performance Report (Service Efforts 
and Accomplishments) for Fiscal Year 2012. This is the 11th annual Service Efforts and 
Accomplishments (SEA) Report for the City of Palo Alto. The report also incorporates results 
from the annual National Citizen Survey™ conducted through the National Research Center. 
SEA reporting is intended to supplement the City’s financial reports and statements with 
additional performance data, trends, and comparisons. Our goal is to provide the City Council, 
staff, and the public with an independent, impartial assessment of past performance to help 
inform future decisions. 
 
This report uses financial data obtained from various City documents as well as directly from 

departments. Expenditure and revenue data is primarily based on FY 2012 Actuals from the 

City’s budget. An alternative view of the data, based on the City’s Comprehensive Annual 

Financial Report (CAFR), can be seen at a high level in the Citizen Centric Report. 

Respectfully submitted, 
 

 
Jim Pelletier 
City Auditor 

 

ATTACHMENTS: 

 Attachment A: City of Palo Performance Report for Fiscal Year 2012 (PDF) 

 

Department Head: Jim Pelletier, City Auditor
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History of Average Monthly Residential Gas Bills 
30 (summer)/100 (winter) therms/month 

Gas Ground and Meter Leaks 

Gas 

Residential Gas Usage 

Therms consumed 

Average purchase 
cost/therm 

Source: Utilities Department 
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KEY SERVICE OBJECTIVES 
 Provide safe and efficient delivery of natural gas 

services for our customers 
 Increase environmental sustainability and 

promote efficient use of resources 
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Gas Service Disruptions and Affected Customers 

Source: Utilities Department 

193 
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Total customers affected

Unplanned  number of service disruptions

Source: Utilities Department 

91.0 
102.0 

110.7 
99.4 99.4 99.4 

$0

$50

$100

$150

FY 07 FY 08 FY 09 FY 10 FY 11 FY 12

Palo Alto PG&E Long Beach

56 

239 
210 196 

124 
95 85 108 

265 

355 

166 

257 

0

100

200

300

400

FY 07 FY 08 FY 09 FY 10 FY 11 FY 12
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Source: Utilities Department 

0.46% of customers 
were affected in FY 

2012 

Average consumed 
Therms per capita 

0.11% 0.28% 0.40% 0.55% 0.73% 

$0.3 $0.3 $0.4 $0.4 
$0.6 $0.6 
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$1.0
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0.00%

0.50%

1.00%

First year gas savings achieved through gas efficiency programs as a percentage of
total sales
Gas Energy conservation/efficiency program expense (in millions)

Source: Utilities Department 

Gas Energy Efficiency Savings 

Data not 
available 
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History of Average Monthly Residential Water Bills 
(CCF/month) 

Percent of Miles of Water Mains Replaced 

Water 

Residential Water Usage 

CCF Consumed 

Average purchase 
cost/CCF 

Footnote 
1 CCF – hundred cubic feet C

h
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KEY SERVICE OBJECTIVES 

 Provide safe and clean drinking water for our 
customers 

 Ensure adequate water supplies are available to 
meet existing and future water demands U

ti
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Water Service Disruptions and Affected Customers 

44.2 

FY 09 FY 10 FY 11 FY 12 

2.8M 2.7M 2.6M 2.4M 2.4M 2.5M 

$1.32 $1.41 $1.46 $1.69 $1.96 $2.65 

FY 08 

40.4 37.5 37.7 38.3 45.7 
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Total customers affected
Unplanned  number of service disruptions

Source: Utilities Department 

Source: Utilities Department 
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0.34% of 
customers 

were affected 
in FY 2012 

Average consumed 
CCF Per capita 

Water Conservation Savings 
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History of Average Monthly Wastewater Bills 

Percent Miles of Mains Cleaned/Treated 

Wastewater Collection 

Wastewater Collection 

Millions of gallons 
processed 

Average Operating 
cost/million gallon 

Footnote 
1 Beginning FY 2008, the number of sewage overflows data was derived from the California Integrated Water Quality System Project (CIWQS). 

Source: Utilities Department 

Source: Utilities Department 
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KEY SERVICE OBJECTIVES 
 Maintain and provide reliable wastewater 

services to our customers 
 

U
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Number of Sewage Overflows1 

28.0 

FY 09 FY 10 FY 11 FY 12 
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Footnotes 
1 Consistent with the City’s operating budget documents, capital improvement program (CIP) expenditures are included as “operating expenditures” for this department. 
2 Includes direct labor, materials, supplies, and contractual services. 
3 Qualifying renewable electricity include bio mass, biogas, geothermal, small hydro facilities (not large hydro), solar, and wind. The City Council established a target of 33% renewable 

power by FY 2015. C
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Revenues, Expenses, and Unrestricted Reserves 
(in millions) 

Citizen Survey 
 

Operating 
Revenues 

Operating 
Expenses1 

Capital 
Expense2 

General 
Fund 

Transfers 

Electric 
Fund 

Reserves 

Electricity 
Purchases 

(in millions) 

Average 
Purchase Cost 
(per megawatt 

hour) 
(Target: $75.75) 

Energy 
Conservation/ 

Efficiency Program 
Expenses 

(in millions) 

Average Monthly 
Residential Bill 
(650 kilowatt 
hour/month) 

Authorized 
Staffing 

(FTE) 

Percent Rating 
Electric Utility 

“good” or 
“excellent” 

(Target: 85%) 
FY 07 $108.7 $118.0 $10.5 $8.8 $156.4 $62.5  $64.97  $1.5 $57.93 114.0 86% 
FY 08 $112.6 $130.6 $10.2 $9.4 $145.3 $71.1  $76.84  $1.9 $60.83 111.0 85% 
FY 09 $129.9 $139.7 $5.3 $9.7 $129.4 $82.3  $83.34  $2.1 $69.38 107.0 83% 
FY 10 $130.7 $126.4 $7.5 $11.5 $133.4 $68.7  $74.11  $2.7 $76.33 109.0 79% 
FY 11 $125.9 $116.5 $7.3 $11.2 $142.7 $61.2  $64.01  $2.7 $76.33 107.0 85% 
FY 12 $123.1 $118.3 $6.4 $11.6 $147.3 $58.7 $65.00 $3.2 $76.33 108.7 84% 

Change from: 
Last year -2% +2% -13% +3% +3% -4% +2% +19% 0% +2% -1% 

FY 07 +13% 0% -40% +31% -6% -6% 0% +113% +32% -5% -2% 

Percent power content 

Number of 
Customer 
Accounts 

Residential 
MWH 

consumed 

Commercial 
& Other 

MWH 
consumed 

Average 
residential 

electric 
usage per 

capita 
(MWH/ 
person) 

Renewable 
large hydro 

facilities 
Qualifying 

renewables3 

First year 
energy 
savings 

achieved 
through 

efficiency 
programs (as 
a % of total 

sales) 

Percent 
customers 
enrolled in 
Palo Alto 

Green  
(Target: 21%) 

Electric 
service 

interruptions 
over 1 minute 

in duration 

Average 
minutes per 

customer 
affected  

(Target: <60 
minutes) 

Circuit 
miles 

under-
grounded 
during the 

year 

Electric 
Supply CO2 
Emissions 

FY 07 28,684 162,405 815,721 2.65 84% 10%  - 19% 48 48 1.0 156,000 
FY 08 29,024 162,680 814,695 2.62 53% 14% 0.56% 20% 41 53 1.2 177,000 
FY 09 28,527 159,899 835,784 2.52 47% 19% 0.47% 20% 28 63 0.0 173,000 
FY 10 29,430 163,098 801,990 2.53 34% 17% 0.55% 22% 20 52 0.0 150,000 
FY 11 29,708 160,318 786,201 2.47 45% 20% 0.70% 21% 33 66 1.2 71,000 
FY 12 29,545 160,604 781,960 2.45 65% 20% 1.52% 20% 25 66 1.2 80,000 

Change from: 
Last year -1% 0% -1% -1% +20% 0% +1% -1% -24% 0% 0% +13% 

FY 07 +3% -1% -4% -7% -20% +10% - +2% -48% +38% +20% -49% 

ELECTRICITY 
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Footnotes 
1 Consistent with the City’s operating budget documents, capital improvement program (CIP) expenditures are included as “operating expenditures” for this department. 
2 Includes direct labor, materials, supplies, and contractual services. 
3 30/100 therms represents summer/winter usage. C
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Revenues, Expenses, and Unrestricted Reserves 
(in millions) 

Citizen Survey 
 

Operating 
Revenues 

Operating 
Expenses1 

Capital 
Expenses2 

General 
Fund 

Transfers 

Gas 
Fund 

Reserves 

Gas 
Purchases 

(in millions) 

Average 
Purchase Costs 

(per therm) 

Average Monthly 
Residential Bill 

(30/1003 therms 
per month) 

Authorized 
Staffing 

(FTE) 

Percent Rating Gas 
Utility “good” or 

“excellent” 
(Target: 83%) 

FY 07 $42.9 $40.0 $3.6 $3.0 $16.9 $22.3 0.69 $90.97 47.9 85% 
FY 08 $50.4 $46.2 $4.4 $3.2 $21.8 $27.2 0.82 $102.03 46.4 84% 
FY 09 $49.5 $44.4 $4.5 $3.3 $26.4 $25.1 0.80 $110.71 48.4 81% 
FY 10 $46.8 $43.0 $5.1 $5.4 $29.6 $22.5 0.71 $99.42 49.0 80% 
FY 11 $50.4 $45.7 $2.0 $5.3 $34.4 $21.5 0.65 $99.42 54.3 82% 
FY 12 $50.9 $48.7 $5.1 $6.0 $36.2 $16.2 0.52 $99.42 51.4 86% 

Change from: 
Last year +1% +7% +153% +13% +5% -24% -20% 0% -5% +4% 

FY 07 +18% +22% +43% +102% +114% -27% -25% +9% +7% +1% 

Number of 
Customer 
Accounts 

Residential 
therms 

consumed 

Commercial & 
Other therms 

consumed 

Average residential 
gas usage per capita 

(therms/person) 

Unplanned 
number of 

service 
disruptions 

Total customers 
affected 

Number of 
ground leaks 

found 

Number of 
meter leaks 

found 

First year gas energy 
savings achieved through 

efficiency programs (as a % 
of total sales) 

FY 07 23,357 11,759,842 19,581,761 192 18 307 56 85  -  
FY 08 23,502 11,969,151 20,216,975 193 18 105 239 108 0.11% 
FY 09 23,090 11,003,088 19,579,877 173 46 766 210 265 0.28% 
FY 10 23,724 11,394,712 19,350,424 177 58 939 196 355 0.40% 
FY 11 23,816 11,476,609 19,436,897 177 22 114 124 166 0.55% 
FY 12 23,915 11,522,999 18,460,195 176 35 111 95 257  0.73% 

Change from: 
Last year 0% 0% -5% -1% +59% -3% -23% +55% 0% 

FY 07 +2% -2% -6% -8% +94% -64% +70% +202% - 

GAS 
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Footnotes 
1 Consistent with the City’s operating budget documents, capital improvement program (CIP) expenditures are included as “operating expenditures” for this department. 
2 Includes direct labor, materials, supplies, and contractual services. 
3 Includes commercial, industrial research, and City facilities. C
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Revenues, Expenses, and Unrestricted Reserves 
(in millions) 

Operating 
Revenues 

Operating 
Expenses1 

Capital 
Expenses2 

General 
Fund 

Transfers 

Water 
Fund 

Reserves 

Water 
Purchases 

(in millions) 

Average Purchases 
Cost (per 100 CCF) 

(Target: $2.74) 
Average Monthly 

Residential Bill 

Authorized 
Staffing 

(FTE) 
Total Water in CCF 

sold (in millions) 
FY 07 $26.3 $24.1 $3.9 $2.5 $21.3 $7.8 $1.32  $58.17 44.7 5.5 
FY 08 $29.3 $24.9 $3.4 $2.6 $26.4 $8.4 $1.41  $64.21 46.2 5.5 
FY 09 $29.5 $28.9 $4.9 $2.7 $26.6 $8.4 $1.46  $68.79 47.7 5.4 
FY 10 $28.8 $30.5 $7.1 $0.1 $28.7 $9.1 $1.69  $72.01  46.8 5.0 
FY 11 $28.4 $31.8 $7.6 $0.0 $25.5 $10.7 $1.96  $72.01  46.9 5.0 
FY 12 $33.8 $41.6 $9.7 $0.0 $23.1 $14.9 $2.65 $90.32 45.8 5.1 

Change from: 
Last year +19% +31% +28% -100% -9% +39% +35% +25% -2% +2% 

FY 07 +29% +73% +151% -100% +8% +91% +101% +55% +3% -7% 

Water consumption Citizen Survey 

Number of 
Customer 
Accounts 

Residential 
water 

consumed 
(CCF) 

Commercial & 
Other water 
consumed3 

(CCF) 

Average 
residential 

water usage 
per capita 

(CCF/ 
person) 

Unplanned 
number of 

service 
disruptions 

Total customers 
affected 

Percent of miles 
of water mains 

replaced 

First year water 
energy savings 

achieved 
through 

efficiency 
programs (as a 
% of total sales) 

Water quality 
compliance with 
all required CA 
Dept of Health 
and EPA testing 
(Target: 100%) 

Percent rating 
drinking water 

“good” or 
“excellent” 

(Target: 83%) 
FY 07 19,726 2,807,477 2,673,126 46 27 783 1% - 100% 79% 
FY 08 19,942 2,746,980 2,779,664 44 17 374 1% 0.72% 100% 87% 
FY 09 19,422 2,566,962 2,828,163 40 19 230 1% 0.98% 100% 81% 
FY 10 20,134 2,415,467 2,539,818 38 25 291 2% 1.35% 100% 84% 
FY 11 20,248 2,442,415 2,550,043 38 11 92 3% 0.47% 100% 86% 
FY 12 20,317 2,513,595 2,549,409 38 10 70 0% 1.09% 100% 84%  

Change from: 
Last year 0% +3% 0% +2% -9% -24% -3% +1% 0% -2% 

FY 07 +3% -10% -5% -16% -63% -91% -1% +1% 0% +5% 

WATER 
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Footnotes 
1 Consistent with the City’s operating budget documents, capital improvement program (CIP) expenditures are included as “operating expenditures” for this department. 
2 Includes direct labor, materials, supplies, and contractual services. C
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Revenues, Expenses, and Unrestricted Reserves 
(in millions) Citizen Survey 

Operating 
Revenues 

Operating 
Expenses1 

Capital 
Expenses2 

Wastewater 
Collection 

Fund 
Reserves 

Average 
Monthly 

Residential 
Bill 

Authorized 
staffing 

(FTE) 

Number of 
Customer 
Accounts 

Percent 
miles of 
mains 

cleaned/ 
treated 

Percent 
miles of 

sewer lines 
replaced 

Number of 
sewage 

overflows 

Percent 
sewage 

spills and 
line 

blockage 
responses 
within 2 

hours 

Percent rating 
quality of 

sewer services 
“good” or 

“excellent” 
(Target: >83%) 

FY 07 $15.7 $19.1 $7.7 $12.4 $23.48 25.5 21,789 69% 3% 152 99% 82% 
FY 08 $16.6 $15.7 $3.6 $13.8 $23.48 28.0 21,970 40% 1% 164 99% 81% 
FY 09 $15.5 $15.0 $2.9 $14.1 $23.48 25.5 22,210 44% 1% 277 100% 81% 
FY 10 $15.9 $13.4 $2.8 $16.6 $24.65 26.1 22,231 66% 2% 348 100% 82% 
FY 11 $16.1 $15.5 $2.6 $17.1 $24.65 28.5 22,320 75% 2% 332 100% 84% 
FY 12 $15.8 $16.8  $1.7 $16.8  $27.91 29.7 22,421 63% 0% 131 100% 82%  

Change from: 
Last year -2% +9% -36% -2% +13% +4% 0% -12% -2% -61% 0% -2% 

FY 07 +1% -12% -78% +35% +19% +16% +3% -6% -3% -14% +1% 0% 

WASTEWATER COLLECTION 

Revenues, Expenses, and Unrestricted Reserves 
(in millions) 

Operating 
Revenues 

Operating 
Expenses1 

Capital 
Expenses2 

Fiber Optics 
Fund Reserves 

Authorized staffing 
(FTE) 

Number of Customer 
Accounts 

(Target: 70) 

Number of service 
connections 
(Target: 193) Backbone fiber miles 

FY 07 $2.3 $1.3 $0.1 $2.7 3.1 49 161 40.6 
FY 08 $3.4 $1.1 $0.1 $5.0 0.7 41 173 40.6 
FY 09 $3.8 $1.5 $0.3 $6.4 6.0 47 178 40.6 
FY 10 $3.6 $1.4 $0.1 $10.2 5.5 47 196 40.6 
FY 11 $3.7 $1.9 $0.4 $11.9 7.7 59 189 40.6 
FY 12 $4.1 $1.8 $0.6 $14.3 7.4 59 199 40.6 

Change from: 
Last year +12% -6% +36% +19% -3% 0% +5% 0% 

FY 07 +82% +33% +297% +422% +139% +20% +24% 0% 

FIBER OPTICS 
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