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Wakulla County Internal Audit 
Review Memorandum 

 

TO:   Greg James 
Wakulla County Clerk of the Court 

 
FROM:  Katrina Cromwell 

Internal Audit Director 
 
CC:   David Edwards, Amanda Henize, Brandy King  
 
RE:    Waste Pro Agreement Requirements 
 
DATE:  5/13/24 

 

The agreement between Wakulla County Board of County Commissioners (County) and Waste Pro (WP), 
referred to as Franchisee in the agreement, was reviewed to determine if the requirements outlined in 
the original Agreement (09/06/2011) and the Amendments (amendment 1- 10/19/2020) were being met. 
There is an outline of the requirements in the table below. The details of the compliance follow the table 
using the reference number listed on the left-hand side of the table. The Contract Manager (CM) for the 
County is Amanda Henize, Office Manager for the Public Works Department.   
 
Ref. #  Requirement Agreement  Type 

 
Section Summary of Details Due 

1 Customer Data 
and Record of 
Complaints 

Original 
Agreement 
and  
Amend. 1 

Record 
Keeping 

1 1.1.1 - 
11.1.3 

WP must keep electronic records of residential 
and non-residential customer including names, 
addresses, account statuses, billing, and payment 
history. Additionally, record of all complaints, 
requests, issues or concerns. The County is to 
have 24-hour access to this data. 

N/A 

2 Customer 
Complaint Log 

Original 
Agreement 

Reporting 11.2.1 WP shall submit the Customer Complaint Log 
quarterly in electronic format to the CM within 
seven days after the end of each calendar 
quarter. 

Within 
seven days 
of end of 
each quarter 

3 Collection 
Routes and 
Schedule 
Changes 

Original 
Agreement 

Reports/ 
Documents/ 
Notifications 

11.3.1 WP was required to electronically submit a 
description and color-coded map of all routes by 
October 1, 2011. Any changes to routes, 
schedules, or service levels must be submitted 
electronically at least 30 days before 
implementation. 

As needed- 
at least 30 
days prior 

4 Collection 
Schedule 
Delays 

Original 
Agreement 

Reports/ 
Documents/ 
Notifications 

11.3.2 WP shall notify the CM of any delays greater than 
24-hours in the daily collection schedule (e.g. 
disabled trucks, accidents or shortage of staff 
causing route delays) within two hours of 
occurrence. 

As needed- 
within 2 
hours of 
occurrence 

5 Updated 
Vehicle and 
Equipment List 

Original 
Agreement 

Reports/ 
Documents/ 
Notifications 

11.3.3 WP shall report any changes in the fleet of 
vehicles and equipment in writing to the CM in 
the monthly report following such change. 

As needed-
Monthly 
 

6 Recycling 
Report 

Original 
Agreement 

Reports/ 
Documents/ 
Notifications 

11.3.4 WP must conduct quarterly set-out counts to 
measure residential recycling participation. WP 
must also include in the recycling report the 
weight of recyclable materials collected, 
compared to solid waste from single-family 
dwelling units. 

Quarterly 
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7 Solid Waste 
Cart and 
Recycling Bin 
Report 

Original 
Agreement 

Reports/ 
Documents/ 
Notifications 

11.3.5 WP shall provide an annual report to the County 
which indicates the number of regular solid waste 
carts, bear resistant carts, bear proof carts, and 
recycling bins distributed to both single-family 
dwelling units and non-residential customers. 

Annually 

8 Accidents and 
Property 
Damage 

Original 
Agreement 

Reports/ 
Documents/ 
Notifications 

11.3.6 WP shall notify the CM of any accidents involving 
damage to public or private property by WP's 
staff or vehicles while performing duties under 
this agreement within 24-hours of occurrence or 
within 24-hours of WP becoming aware of the 
damage, whichever occurs first. 

As needed- 
within 24-
hours 

9 Franchise Fee 
Payment 
Support 

Amend. 1 Payments to 
County 

13.1 WP shall provide non-residential customer name, 
address and amount collected to the County each 
month with Franchisee Fee Payment. 

Monthly-  
by the 25th 

10 Performance 
Bond 

Original 
Agreement 

Bond  14.1 WP will provide a Performance Bond in the 
amount equal to 100% of the contract amount.  

Annually 
 

11 Insurance Original 
Agreement 

Insurance  15 WP must ensure continuous insurance coverage 
throughout the agreement. The County must be 
listed as Additionally Insured. 

Annually 

12 Liquidated 
Damages 

Original 
Agreement 

Penalties 21 Any customer complaint must be resolved to the 
County's satisfaction within 24-hours of 
notification, or it will be considered legitimate. 
Failure to resolve complaints within this 
timeframe may result in a $50 per incident per 
day liquidated damages assessment. Additionally, 
excess complaint-related calls may incur a $50 
per incident assessment, excluding complaints 
resolved within 24 hours, in addition to other 
assessments outlined in the agreement. 

 

 
Excerpts of the referenced sections of the agreements can be found in Appendix A (Original Agreement) 
and B (Amendment 1).   
 
Reference 1: CM has 24-hour access to Trac EZ, an online tracking service provided by WP, but it only 
shows complaint/incident information for residential customers, not for commercial customers. It does 
not provide residential or commercial customer names, addresses or billing information. The data may be 
available upon request, but it is not included in the 24-hour access data. 
 
Amendment 1 of the agreement required that on or before February 28, 2021, WP and the County 
collectively shall perform a physical count of all single-family dwelling units receiving collection and 
disposal services detailing the number of dwelling units and the parcel identification number on which 
those dwelling units are located, as maintained by the Wakulla County Property Appraiser. The County 
and WP shall utilize this data to reconcile the single-family dwelling units receiving collection and disposal 
services and the County's non-ad valorem assessment roll. Per an email dated 2/18/21 this was 
completed. The email was from Nannette Watts to David Edwards and Greg James.  
 
Reference 2: Historically these reports were not sent. In October of 2022 this was brought to the attention 
of WP. It appears that in 2023 WP began attempting to comply with the request but not all reports were 
sent in a timely manner. For Quarter 1 of 2024 it appears reports were sent on time therefore WP seems 
to be in compliance with this now.  
 
Reference 3: A Route Map was last sent in August 2023 with a comment that the route had not changed. 
There was a note in the email sent on 4/8/24 that WP does not believe there has been any change for the 
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trucks or routes. WP may be in compliance but it is difficult to know if it has not changed or if it is not 
being sent. Their reference to the report was not definitive. With new developments being built, it seems 
like there would be additions to the routes/trucks which may be considered a change. 
 
Reference 4: Unless a resident complains, it is difficult to tell if this is not being reported or there are no 
delays beyond 24-hours occurring. The BOCC does post on Facebook about delays and the CM has 
indicated she gets a telephone call about delays periodically. There are residents complaining on Facebook 
about longer than 24-hour delays and commissioners that have gotten involved. It is impossible to 
determine if all delays are being relayed to the County.   
 
Reference 5: There was a report sent in January 2023 called “Wakulla qrtrly truck list”. The report was 
requested again in January 2024 but was not received. As mentioned in Reference 3, there was a note in 
the email sent on 4/8/24 that WP does not believe there has been any change for the trucks or routes. 
WP may be in compliance but it is difficult to know if it has not changed or it is not being sent. Again, with 
new developments, it seems like there would be additions to the routes/trucks but it might not be enough 
to warrant additional trucks. 
 
Reference 6: A Recycle Report was sent for Quarter 4 2023 and Quarter 1 2024 however all of the details 
listed in the agreement are not in the report. WP has also told the CM the reports are not correct. 
Therefore, WP is not in compliance with this requirement. 
 
Reference 7: WP has not sent this report to the CM. However, it was not included in the request for reports 
sent to WP in July 2023. The CM has requested the report from WP but it has not been received yet. 
 
Reference 8: A resident posted on the “Wakulla Citizens” Facebook group on 4/19/24 about damage done 
by a WP truck. According to the resident WP has taken care of the issue but the CM was not notified of 
the damage. It is difficult to know if other issues have occurred or the report is not being sent. See 
Appendix C for details. 
 
Reference 9: Documentation has not been provided with payment prior to this review. CM requested 
documentation on 4/1/24. WP sent summary reports on 4/8/24. The summary totals matched the 
payments but did not include required details. On 4/17/24 WP provided a report with the details matching 
the most recent payment that had been made to confirm if it would work. CM confirmed that it will work 
and requested the report be sent by WP to her and to the Clerk of the Courts Finance Department 
(Finance) moving forward. A payment notice is sent to Finance each month but the report cannot be sent 
with the payment notice due to how the notice is sent. The report was not sent to the CM or Finance for 
the April payment until 5/9/24. This payment was processed on 4/29/24, the payments typically come 
within a week of the 25th, but not always by the 25th as required in the agreement. Finance can withhold 
the monthly draw payment made to WP if the report is not received. 
 
Reference 10: A current bond is on file. The bond amount has not changed since the original agreement, 
which states that the bond is to be 100% of the contract amount. Based on population growth, fee 
increases, and payment records this amount has increased. The payment for residential customers paid 
by the County to WP is currently $2,651,418 for the FY23-24, this is the amount paid after franchise fees 
are deducted. This amount may increase based on new construction paid during the quarterly “true-up” 
payments made by the County.  Non-residential collection is estimated to be a little over 1 million based 
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on the franchise fee amounts received. Plus, the additional services that the County does not have 
information on. The bond amount is currently at $3,015,600 and has been this amount since 2011. 
 
Reference 11:  Insurance documents were not on file when IA requested a copy. Procurement said they 
would reach out to WP on 4/5/24. The current policy was sent on 4/10/24 to IA. Commercial General 
Liability is $2,000,000 per occurrence, Auto is $5,000,000 per accident, Umbrella Liability is $5,000,000 
per occurrence. This is an increase over prior insurance documentation and appears to be in compliance 
with the agreement based on IA’s understanding of the policy. 
 
Reference 12: It looks like some weeks had more than 25 complaints that were not resolved within 24-
hours. It does not appear the County is implementing the liquidated damages outlined in Section 21. It 
looks like the County could assess liquated damages based on the complaint logs. CM confirmed that the 
County has come close to assessing the liquidated damages but has decided not to yet. 
 
Conclusions 
WP is not currently providing all required reports. The CM has been working with WP to get the reports. 
According to WP there are some limitations in their software that they are trying to work through to be 
able to provide all of the reports. A review of the report requirements may be warranted as there is a 
significant amount of data that is currently required. The County may not get value from all of the data 
required in the agreement based on the fact that is has not been used and the burden of the request may 
not justify it if it is not being used. The County may want to review the bond requirements to make sure 
there is sufficient coverage since the contract amount has increased.  
 
Additionally, the contract states that the County is to receive a franchise fee for the gross receipts in the 
franchise area. It outlines how the County will receive payment for the franchise fee from the residential 
customers that pay the solid waste fee through the County via a new construction certificate of occupancy 
or property taxes and from non-residential customers collection and disposal services. It specifically 
excludes revenue from non-residential recyclable materials. However, there is no outline on how the 
additional costs that are assessed directly to residential or non-residential customers by WP would be 
calculated.  
 
Additional services include charges for side door collection, extra bins, bear proof containers, and other 
charges outlined in the agreement, see Appendix D for details. Based on the agreement’s wording of gross 
receipts in the franchise area, it appears the County should be receiving franchise fees for this revenue. 
Since the County has not received the bin counts mentioned in Reference 7 or details on these additional 
charges it is impossible to determine how much in franchise fees the County is not receiving. If the County 
determines this revenue should be included as part of gross receipts a determination should be made on 
how this is to be calculated and it should be added to the contract. The current calculation is residential 
at 9% and non-residential at 8%. Details of these collections should be added to the report requirements 
as well. 
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Appendix A  
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Appendix B 
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Appendix C 
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Appendix D 

 


