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LEARNING & DEVELOPMENT CENTER 
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 Is a strategy development and employee 

performance improvement organization. 

 They offer comprehensive training 

solutions that significantly affect 

performance and institutional outcomes. 

 The primary focus is to provide 

transformational learning programs that 

enhance the skills, job competencies, 

and improve performance and overall 

satisfaction for the City of Houston's 

workforce.  B 
Background 
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Problem Statement 

Define 

• Deficient internal controls in FY 2015, 244 transactions 
were not being recorded in the period incurred. 

PROBLEM STATEMENT 

• Ensure that proper internal controls are in place, so 
revenues generated are recorded, safeguarded, 
deposited, and reported in the period they are incurred 

MISSION STATEMENT 

• The purpose of this procedure is to improve LDC’s 
internal controls as it relates to the billing process 
originated from the collection of fees related to training 
classes and facility room rental paid by external 
customers and/ or city departments . 

DESCRIPTION 

• Standards, review/ approval process, billing report, 
reconciliation, and request forms. 

SCOPE D 
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Project 
Charter 



Voice of the Customer 

5 



Voice of the Customer 
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Internal Controls Reporting Training 

Authorization 
Accurate and 

Timely 

 

Standard processes 

 

Recording Funding Frequency 

Safeguard/ Security Reconciliations Documentation 

Segregation of 

Duties 
Budget Personnel 

VOICE OF THE CUSTOMER 
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Timely 

Revenue 

Recognition  

Turnover 

Training 

Roles & Responsibilities 

Written procedures/ Manual process 

Training 

Data Quality 

Documentation 

Quality review 

Internal controls 

Statistical reports 

Manual Process 

Forms/ Logs 
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A 
Analyze 

Standardized process (Manual) 

Tracking methods 



Voice of the Customer 
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Billing 
Process 

Challenges 

Systems 
upgrade and 

outdated 
written 

procedures 
Segregation of 
duties due to 

turnover 

Reconciliation 
of Billable 
Offerings 

Communication 
between teams  

Offering(s) 
status not 

updated in a 
timely manner 

affecting 
billing 

schedule 

Inconsistencies 
between TMS 

and SAP 

Invoices 
manually 

generated and 
not referencing 

the offering  
order in TMS 

Filing and 
categorizing  

internal/external 
room requests 

and sign-in sheets 

HRFAM 
communication: 

cash deposits 
SAP postings 



BASELINE 

MEASUREMENT 
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Deficient internal 
controls and 
inconsistent standard 
processes constricted 
LDC from consistently 
recording revenues in FY 
2015 after experiencing 
turnover and a major  
systems upgrade. 

 M 
Measure 



PROCESS MAP 
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Old Current 



OLD PROCESS MAP 

CLASS OFFERING 
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OLD PROCESS MAPPING 

ROOM RENTAL 
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CURRENT PROCESS MAPPING 

CLASS OFFERING(S) 
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Training Need 

Index

Course Offering(s)

Participant(s) 

register(s) for a class

Attend 

class?a No
Drop

class?

Modifications 

Needed?

No No Show?

Run Billing Extract

SAP updated overnight 

via interface 

Errors?
Revenues posted in 

SAP

 TSS – Technology and Systems Support 

 TMS – Talent Management System

 HRFAM – Human Resources Financial & Accounting Management

 a. Includes Walk-ins

Create

New Course

Run Open-Offering Report 

and distribute

Offering

Updated

Error log file sent 

to TSS for 

correction

No

Order Number

created in TMS

Create

Course Offering(s)

Request Form 

Submitted to TSS

New Course 

Needed?

Yes

No

Billing extract 

converted

to Text File

Corrections 

Needed?

No

A

C

Yes
Yes

Yes

Yes

No

Yes

B

Yes

HRFAM notifies TSS that 

billing has posted to SAP

Error Log and Batch 

notification email 

generated

Offering(s) marked 

“Billed”

HRFAM uploads

text file into SAP

D

E

Text File sent

to HRFAM



CURRENT PROCESS MAPPING 

ROOM RENTAL 
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Room Request Form 

Received

TSS process

request form

Payment is collected 

and Receipt is issued

TSS creates

offering

Event

Held?

Event

Cancelled

Offering

Updated

C

Yes

No

B



CURRENT PROCESS MAPPING 

SUB PROCESSES 
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Offering

Updated

Run Billing Extract

Billing extract 

converted to Text File 

and sent to HRFAM

D Error log file sent to 

TSS for correction

E

TSS reviews 

corrections

Line Correction

Revise Order

Issue Credit/Refund

Offering

Updated
B

A

Request Refund to 

HRFAM

HRFAM reviews and 

process request

Controller’s Office 

reviews and process 

payment

Check mailed

to customer

Credit/Refund
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Work 
Instructions 
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PROCESS 

IMPROVEMENTS 

I 
Improve 



New Results 
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 Revenues are now 
recoded in a more 
consistent manner.  

 Implemented process 
for closing offerings. 

 

 

 

R 
Results 

NEXT STEP 

Submit monthly billing file the 

30th of every month. 
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3 Ps: Policy, Process, Procedure 

Process mapping identifies the risks and the 
proper controls needed to mitigate them. 

Continuous training ensures duties are 
performed properly, accurately and timely. 

Work Instructions helps to maintain continuity 
when faced with turnover. 

LSS tools allows us to create solutions and apply 
specific interventions to improve and maintain the 
performance of the billing process and practices. 

LESSONS 

LEARNED 
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Thank 
You! 

Thank 
You! 


