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June 06, 2024 

 
The Honorable Tony Preckwinkle, President 
Board of Cook County Commissioners 
118 N. Clark Street, Room 537 
Chicago, Illinois 60602 

 

Dear President Preckwinkle and Board of Commissioners: 

 

We have conducted an audit, from our Fiscal Year 2023 Audit Plan, of the Department of Facilities Management 
Work Order System for Custodial Services in accordance with the Cook County Auditor Ordinance.  

 

Our overall objective was to review the Custodial Services procedures. The scope was to evaluate the custodial 
process and FAMIS 360 system. Our fieldwork was conducted from October through December 2023. 

 

Please refer to the following audit report for the results of the audit. The audit report contains three 
recommendations. The Executive Summary provides an overview of the audit and recommendations.  

 

We appreciate the cooperation of the Department of Facilities Management extended to Terry Martey, Field 
Auditor III and Joe L. Walthour Jr, Audit Supervisor during our audit. We have discussed our recommendations 
with the Department of Facilities Management. The Department of Facilities Management has had an opportunity 
to review our report. Management comments are included in their entirety within the Recommendations section.  

 

Respectfully submitted, 

 

 

 
            
 

                           Mary Modelski  
                           County Auditor  

 

 

Cc: Elizabeth Granato, Bureau Chief, Bureau of Asset Management 

       Bilqis Jacobs-El, Director of Facilities Management. 

       Bridget Price, Manager of Custodial Services. 
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EXECUTIVE SUMMARY 
 
The Office of the County Auditor (OCA) completed an audit of the Department of Facilities Management Work Order 
System for Custodial Services. The overall objective of our audit was to review the Custodial Services procedures. 
This audit was accomplished by gathering, reviewing, and testing relevant supporting documentation to conclude 
our audit objectives. The scope of the audit was evaluating the custodial process and FAMIS 360 system. The periods 
under review were May, June, and July 2023. 
 
The OCA conducted this audit in accordance with generally accepted government auditing standards. These 
standards require that the OCA plan and perform the audit to achieve the audit objective(s) and obtain sufficient 
and appropriate evidence that provides a reasonable basis for findings and conclusions. The OCA concluded that the 
evidence obtained provides a reasonable basis. The fieldwork was conducted from October through December 2023. 
 
The Department of Facilities Management was presented and asked to respond to three recommendations covering 
the Custodial Services.  
 
Please refer to the Recommendations section for more details on the recommendations, including management 
responses, corrective action plans, and estimated completion dates.  
 

AUDIT SCOPE AND OBJECTIVES 

The overall objective of our audit was to review the Custodial Services procedures. The scope was evaluating the 
custodial process and FAMIS 360 system. The periods under review were May, June, and July 2023. 
 
The detailed audit objectives were the following:  
 

• Review compliance with Custodial Services policies and procedures. 

• Access the level of custodial staff required to meet operational needs. 

• Assess the use of the FAMIS 360 system in managing custodial work. 
 
The following procedures were performed to assess the objectives: 
 

• Conducted interviews with the Department of Facilities Management and Custodial Services staff. 
• Reviewed the Custodial Services policies and procedures. 
• Reviewed data from the FAMIS 360 system.  
• Confirmed the existence of Custodial Services staff in the FAMIS 360 system. 

 

AUDIT RESULTS 
 

Based on the analysis and evaluation of the process and system used by the Department of Facilities Management 
Custodial Services Section, we have reached the following conclusions:  
 

• Inability to align with all aspects of Policy 7001 - Building Environment Maintenance, due to workforce 
issues. 

• Inability to meet industry standard required staffing levels based on square cleaning footage. 

• Inefficient use of the FAMIS 360 system for custodial work order notification and completion.  
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BACKGROUND 
 

Bureau of Asset Management 
The Bureau of Asset Management provides clean, safe, secure, sustainable, and accessible facilities through routine 
maintenance programs and capital construction projects. The Bureau of Asset Management services all Cook County 
departments and elected officials (outside of Forest Preserves).  
 
Department of Facilities Management 
The Department of Facilities Management is charged with maintaining Cook County facilities totaling approximately 
13 million square feet. The facilities are the Cook County Jail complex, Leighton Courthouse and Administration 
Building, Cook County Building, five suburban Courthouses (Bridgeview, Markham, Maywood Complex (Jefferson & 
Whitcomb), Skokie, and Rolling Meadows), Juvenile Temporary Detention Center and associated courthouse, 
Domestic Violence Courthouse, Forensic Institute, Hawthorne, Rockwell Warehouses, Sheriff’s Wood Street facility, 
Oak Forest campus, Cicero Warehouse, three Branch Courthouses, four parking garages (Rolling Meadows, Skokie, 
Criminal Courts, and Juvenile Justice Center) and all parking lots. Offsite closed clinics (Des Plaines, Logan Square, 
and Harvey), as well as Mount Forest and Bachelors Grove cemeteries. Four Highway District facilities, and the 
LaGrange Sheriff Facility. 
 
Custodial Services  
The Department of Facilities Management Custodial Services supports Cook County by creating a physical 
environment that is clean, safe, and conducive to all tenants/public in accordance with the Department of Facilities 
Management policies and mission. There are other facilities maintained by the Department of Facilities Management 
but not maintained by their Custodial Services, such as the Jail, Forensic Institute, Juvenile Temporary Detention 
Center - East and branch Courthouses. 
 
FAMIS 360 
The FAMIS 360 system is a cloud-based facilities management software for transparent and effective facility and 
asset maintenance and most importantly communication with tenants and employees within serviced buildings. The 
FAMIS 360 system has the capacity to help Custodial Services perform its tasks efficiently and effectively.  Its main 
purpose in the Custodial division is to allow tenants to request services and for the Department of Facilities 
Management to verify completion and close out. 
 
Custodial Services Staff 
There are 170 budgeted positions, 142 of which are janitorial positions. During the audit, the number of active 
positions varied. The Custodial Services positions consist of the Manager of Custodial Services, Administrative 
Assistant II, Building Custodian, Janitor I, Janitor II, Janitor III, Window Washer I, Window Washer II, and 
Groundskeeper.  
 
Figure: Organizational Chart for Custodial Services Staff 

 

Manager of Custodial Service

Administrative Assistant II

Building Custodian Window Washer II

Window Washer IJanitor III

Janitor II Groundskeeper

Janitor I
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Custodial Services Policies 
The Department of Facilities Management has established policies to ensure cleanliness, safety, and hygiene within 
Cook County facilities. Policy 7001 – Building Environment Maintenance (revised 2014) was reviewed. 

 

RECOMMENDATIONS 
 

Recommendation #1: 
 
During evaluation of the Custodial Services, the OCA reviewed policy 7001 associated with custodial work. The OCA 
discovered that alignment with all aspects of the policy was hindered by a shortage in the custodial staff. Below is a 
table showing the number of custodial staff departed and hired from the year 2021 to 2023. 
 

 2021 2022 2023 

JOB TITLE DEPARTED HIRED DEPARTED HIRED DEPARTED HIRED 

Building Custodian   3 1  2 

Building Service Worker 
(SIEU73) OFC 

1      

Groundskeeper     1 1 

Janitor II 15 7 16 13 16 23 

Janitor III 1    1  

Window Washer I   3    

TOTAL 17 7 22 14 18 26 

 
The shortage in the workforce was due to a loss of staff from the COVID-19 crisis, Family Medical Leave Act (FMLA), 
resignations, and terminations. The shortage of Custodial staff poses challenges in maintaining Cook County 
facilities. 
 
The OCA recommends the Custodial Services: 
 

• Conduct regular maintenance assessments to monitor the impacted facilities. 
• Develop plans for addressing the impacted areas, scheduling concerns, and attendance issues. 
• Launch a County-wide recruitment initiative utilizing various platforms and channels. 

 
Management Response 
 
The Department of Facilities Management (DFM) along with the Bureau of Human Resources has launched and 
completed two large, Countywide hiring fairs. One on September 8, 2022, and another on June 26, 2023, both held 
at 69 W. Washington totaling almost 300 applicants. 
Please see table below 
 

 Applicants Interviewed Ranked Offers  Hired 

For September 6, 2022, Job fair  97 55 34 13 8 

For June 26, 2023, Job fair 163 163 103 21 13 

 
We had 13 hires from the hiring fair in June 2023. 
In addition, the Custodial Manager attended four other hiring fairs and set up recruiting tables at the following 
events.  

1. May 23, 2023, South Suburban American Job Center, 16245 South Halsted Street, Harvey, IL 
2. March 23, 2023, Melrose Park, Chamber of Commerce, Job Fair, Melrose Park, IL 
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3. February 23, 2023, Oakton College, 1600 E. Golf Road, Desplaines, IL 
4. January 26, 2023, Moraine Valley Community College, Parkway Palos Hill, IL 

 
The amount of recruiting, interviewing, and processing has been astronomical, and we are extremely grateful to the 
Bureau of Human Resources. While we did not yield a large amount of staffing from the job fairs due to many 
applicants being screened out in the BHR validation phase, we were able to hire more staff at once than we otherwise 
would have. 
 

CURRENT CUSTODIAL VACANCIES NUMBER OF PERSONS 

2411.  JANITOR I 1 

2412.  JANITOR II 28 

2433.  WINDOW WASHER I 3 

8766.  BUILDING CUSTODIAN SUPERVISOR 2 

TOTAL 34 

 
Another effort we made to improve recruitment involved adjusting the Job Description to increase opportunity for 
applicants and to be more competitive in the current job market. 

 
DFM works to ensure there is coverage for sectional cleaning during employee absence through scheduling and 
adjusting work assignments. This is a routine part of custodial management, occurring every day. DFM promptly 
follows up on attendance infractions with progressive discipline as outlined in the County Personnel Rules and 
Collective Bargaining Agreement. In 2020, 2021, 2022, 2023 we issued over 100 disciplinary actions in relation to 
attendance. Not to mention there was a three-week strike in 2021 by SEIU, however, DFM managed to maintain 
customer service and sanitation during the pandemic. 
 
The custodial supervisors and Janitor IIIs in the buildings conduct regular maintenance assessments and are 
immediately aware of task completion.  DFM has two levels of supervision in the buildings, Janitor IIIs and a BC 
(Building Custodian Supervisor) level. The Jan III works in tandem with line staff and therefore has real-time 
information, working in the buildings every day. 
 

• Ongoing daily maintenance assessments and scheduling. 
• Countywide hiring fairs completed 2022 and 2023. 
• Recruitment efforts are ongoing. 

 
 However custodial staffing is an ongoing challenge. 
 
Estimated Completion Date: 
Ongoing  
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Recommendation #2: 
 
The OCA discovered a variance between active and required Custodial Services staff to clean facilities maintained 

by the Custodial Services. The Custodial Services uses the Building Owners and Managers Association (BOMA) and 

Association of Physical Plant Administrators (APPA) square footage requirements to determine the staffing levels 

needed in each facility. Despite the Custodial Services hiring efforts, they have not been able to meet the required 

staffing levels. Due to the Great Resignation and other contributing factors including the pandemic, hiring efforts 

were challenged. Resources.  

The OCA recommends the Custodial Services: 

• Continue working with the Bureau of Human Resources to recruit and onboard individuals to fill position 

vacancies. 

 
Management Response 
 
The workload of each staffer is clear to management as indicated by their assigned, industry standard, building 
square footage section, per shift. Each Janitor has sectional square footage of a building they clean daily –where 
they establish relationships with the tenants/employees in that section. Work orders issued by tenants in addition 
to daily shift work are minimal.  (see charts below) 
 
Work Allocation Snapshot: 
 

BUILDING 
Building 

Total Sq Ft 
Non-Cleanable 

Sq Ft 
Actual Sq Ft Cleaned  
Daily by Custodians 

Number of Janitors 
Required for Areas 

Cleaned Daily 
(Industry Standard 

BOMA/APPA) 

Bridgeview 326597 29587 297010 12 

County Building 591632 82882 508750 20 

Criminal Court/CCAB 749467 51528 697939 28 

Domestic Violence 168384 4400 163984 7 

*Spreadsheet does not include every facility maintained by DFM.  
 
Custodial Work Order Data: DFM received a total of 591 custodial work orders in FY23. An average of 49 work 
orders/month. Work orders are received immediately, not only in the work order system but an associated email, in 
real time, notifies the corresponding building Custodial Supervisor and the Manager of custodial services (see chart 
on the next page). 
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Custodial Work Orders by Month 

FY23 Total: 591 custodial work orders (For reference FY22, 464 and FY19, 520)  
 
Overall, 90% of the work DFM Janitors perform is their assigned sectional work, 
10% are tenant requests. 
 
The custodial supervisors in the buildings are timely aware of task completion.  
DFM has two Supervisory levels in the buildings, Janitor IIIs and a BC (Building 
Custodian Supervisor) level. The work order system is updated to reflect closed 
work orders by the BCs (actual work is typically turned around immediately).  
 
The Janitor IIIs works in tandem with line staff and therefore has real-time 
information on actual task completion. Challenges and lack of oversight are 
introduced when we are understaffed at the supervisory level. Janitor IIIs are 
union level supervisors that also assist with cleaning as necessary. Our 
performance measures and standards are reflected in our long-standing policies 
7005, time and attendance, and several standards as part of policy 7001, (see 
below). 

 
 

 

 

Month Total 

Dec-22 49 

Jan-23 44 

Feb-23 35 

Mar-23 29 

Apr-23 60 

May-23 57 

Jun-23 49 

Jul-23 50 

Aug-23 45 

Sep-23 55 

Oct-23 53 

Nov-23 38 

Dec-23 27 
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Beginning June 2025, DFM will have a module in the new Asset Management System, Tririga, being rolled out by the 
Bureau. With the new system, there will be enhanced communication and training with tenants/county staff to 
ensure verbal communication with custodial staffers on a work task in their space, is always turned into a 
corresponding work order issued by tenant/employee to reinforce all requests are documented. We hope to 
leverage the new system to enhance custodial work order data. 
 
DFM will continue to work with Consultants/Subject Matter Experts to further review our current program and 
ensure industry best practices. 
 
 
Estimated Completion Date: 
Completed (Tracked workforce and enhanced practices) 
 
June 2025 (Implementation of the Tririga Asset Management System) 
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Recommendation #3: 

The OCA discovered that the Custodial Services did not efficiently use the FAMIS 360 system for custodial work 

management. The Custodial Services did not have all Custodial Services staff entered in the FAMIS 360 system. The 

Custodial Services had communication challenges associated with receiving real-time updates on the status of 

completed and ongoing tasks. The OCA sampled and tested 27 names of the 109 Janitorial Services staff. Twenty-

five of the 27 names were not in the FAMIS 360 system. The OCA reviewed reports from April, May, and June 2023 

of work orders entered in the FAMIS 360 system. The OCA evaluated whether the actual work order completion 

date was on or before the work order completion date. An examination of the work orders disclosed: 

• Nineteen of the 101 April 2023 work orders were timely closed and 82 were not. Thirty-five of the 82 were 

closed in September 2023. 

• Eighteen of the 94 May 2023 work orders were timely closed and 76 were not. Forty-one of the 76 were 

closed in September 2023. 

• Twenty-seven of the 82 June 2023 work orders were timely closed and 55 were not. Twenty-four of the 55 

were closed in September 2023. 

The inefficiencies identified in the utilization of the FAMIS 360 system created a lack of accountability in the 

completion and timely closure of custodial work orders.  The absence of Custodial Services staff in the FAMIS 360 

system prevents the holding of someone answerable for the completion of assigned work. Despite having the 

FAMIS 360 system, custodial management and supervisory staff were not answerable for the closure of custodial 

work orders within a specific time.  

The OCA recommends the Custodial Services: 

• Conduct periodic reviews to ensure current and active custodial staff are entered in and former 

custodial staff are removed from the FAMIS 360 system. 

• Continuously review physical areas to verify the status of assigned and completed custodial work. 

• Provide appropriate training, simplify system procedures, and ensure the FAMIS 360 system is user-

friendly for its intended managerial and supervisory staff. 

Management Response 
 
The work order system is used efficiently and effectively as it allows tenants to communicate building issues with 
DFM and for DFM to respond. It provides tangible reports of building needs and preventive measures we take to 
stay on track. 
 
Based on the nature of custodial work and how it is assigned, the DFM custodial operation does not support the use 
of FAMIS 360 for each daily task, as the assigned workspace is what’s important. Assignment of custodial work is 
primarily by building section, not individual tasks. Additionally, the focus of DFM custodial team members is building 
relationships with the tenants we serve and performing sanitation duties. Procuring over 100 handheld devices 
would redirect their attention to data entry. Which would require further bargaining, a potential change to the job 
description, and is not in line with industry standards. The supervisors close out work orders and perform quality 
assurance, while the line staff focuses on sanitation. 
 
Again, Janitorial work assignments are not task based, but section based for a full shift. Each employee is assigned a 
section per shift –to be completed within their 8-hour workday. There is no need for FAMIS 360 to track.  
Work requests issued by tenants are task based and are tracked in FAMIS 360. Tenant requested tasks are to be 
closed by the corresponding supervisors. While the actual work is completed timely, closing out of work orders in 
the system occurred later due to vacancies in the supervisory staff responsible for physically closing out work orders 
in the system (FAMIS). Of the 8 BC positions – we only had 2 BCs during most of 2022 and 2023. We were able to 
hire and return staff during the month of September 2023. Prior to September we had limited supervisory staff, 
which is the staff responsible for closing work orders in the system. But again, the actual work was long completed. 
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Names of custodial staffers are loaded in the work order system and will be updated as changes occur. While this is 
a recommendation of the OCA, DFM does not have an operational need nor requirement to have such information.  
Workload and sectional assignments are allocated such that they can be completed during the work shift. We have 
two levels of supervision overseeing work completion in the buildings in real time. Because workload is divided out 
by sections, we do not need the names of staff in the system. 
 
The usage of FAMIS 360 in the custodial program is to capture and address tenant issued requests mainly. It is also 
useful for any long-term custodial projects or preventive maintenance. The way we currently operate is to simply 
identify whether required work is completed and closed out.  
 
DFM has added more Preventive Maintenance work orders with monthly and/or quarterly frequency in the system 
from policy 7001.  
 
The custodial supervisors in the buildings are immediately aware of task completion.  DFM has two levels of 
supervision in the buildings, Janitor IIIs and a BC (Building Custodian Supervisor) level. The work order system is 
manually updated to reflect closed work orders by the BCs (actual work is typically turned around immediately). The 
Janitor IIIs work in tandem with line staff and therefore have real time information of physical/actual task 
completion, working in the buildings every day. 
 
There was a BC level supervisory staff shortage in FY22-FY23. During the latter part of FY2023 we had 2nd tier 
custodial supervisors (Jan IIIs) but little to no BCs which is the managerial level responsible for closing work orders 
in the system. Supervisors are in place now. Work orders are closed out consistently. (See chart below.) 
 
 

 2021 2022 2023 

JOB TITLE DEPARTED HIRED DEPARTED HIRED DEPARTED HIRED 

Building Custodian   3 1  2 

Building Service Worker 
(SIEU73) OFC 

1      

Groundskeeper     1 1 

Janitor II 15 7 16 13 16 23 

Janitor III 1    1  

Window Washer I   3    

 17 7 22 14 18 26 

 

• Total number of vacancies = 34 

• Out of 8 positions, only 2 Building Custodians (BC) worked 2022-2023— (some on leave, some resigned). 
Hired Q4 2023. 

• The above chart does not include pre-existing vacancies. 
 
DFM is adding quality assurance items from policy 7001 into the work order system for improved services.  
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11/29/2023 
10:50 AM 

1029672 Request 
Nekeda Confer 
312-603-1945 

JTDC West 
General 
children room sui 

Custodial 
Other 

ARBELO Closed / High 
12/4/2023 1:25 PM 

1.00 

Comments: The floors need to be buffed and cleaned/waxed for a children's room 
opening of Monday December 4, 2023. Thank you. 

 
Asset: JDCW-No Asset 

Complete By: 12/1/2023 10:50 AM 
  

Act. Complete Date: 12/4/2023 1:25 PM 

 
11/29/2023 

12:10 PM 
1029727 Request 

Kimberly D. Stovall 
312-603-3727 

Cook County Build 
11th Floor 
1134 

Custodial 
Other 

TAYLOR Closed / Medium 
11/29/2023 1:04 PM 

0.42 

Comments: There is an old boxed Christmas tree to the left when entering the 
room on top of the shredder requiring disposal. Thank you. 

 
Asset: 118-No Asset 

Complete By: 12/1/2023 12:10 PM Ref WO: No problem found 

Act. Complete Date: 11/29/2023 1:03 PM 

 
11/30/2023 

4:29 PM 
1030123 Request 

Doug Coupland 
312-603-1498 

Cook County Build 
7th Floor 
7S Break -Room 

Custodial 
Cleanup / Spills 

TAYLOR Closed / High 
12/1/2023 8:21 AM 

0.25 

Comments: Could you please do a thorough cleaning of the 7 South Lunch Room 
(where the vending machines are located. (Floors, counter tops, 
appliances) 

 
Asset: 118-No Asset 

Complete By: 12/4/2023 7:00 AM Ref WO: No problem found 

Act. Complete Date: 12/1/2023 8:19 AM 

12/8/2023 
1:06 PM 

1036011 Request 
Ronald Banovic 
312-325-9358 

Domestic Violence 
General 
Men / Women locke 

Custodial 
Dusting 

ARBELO Closed / Low 
12/13/2023 8:02 AM 

1.00 

Comments: Please dust / clean the top of the lockers in both the men and women 
locker rooms. 
We will announce to employees to have their personal items removed 
from the top of the lockers starting Monday 12/11. 
Thanks 

 
Asset: DVC-No Asset 

Complete By: 12/12/2023 1:06 PM 
  

Act. Complete Date: 12/13/2023 8:01 AM 

12/15/2023 
10:05 AM 

1037560 Request 
Kimberly D. Stovall 
312-603-3727 

Cook County Build 
General 
1160 - Collection 

Custodial 
Other 

TAYLOR Closed / Medium 
12/15/2023 10:11 AM 

0.17 

Comments: There is a box of expired hand sanitizer outside of the office in the 
Collections Area that has been labeled and needs to be removed and 
disposed of due to its hazardous nature. Thank you. 

 
Asset: 118-No Asset 

Complete By: 12/19/2023 10:05 AM Ref WO: No problem found 

Act. Complete Date: 12/15/2023 10:09 AM 
  

 
Names of custodial staffers are loaded in the work order system. The BCs are the staff level responsible for closing 
work orders and they have always had access, however a shortage in supervisory staff will impact timely close out 
in the system, although the actual work is completed. 
 
 
Estimated Completion Date:   
Ongoing 

https://cookcounty.famis.com/LB_Request_Update.asp?RequestID=1029672
https://cookcounty.famis.com/LB_Request_Update.asp?RequestID=1029727
https://cookcounty.famis.com/LB_Request_Update.asp?RequestID=1030123
https://cookcounty.famis.com/LB_Request_Update.asp?RequestID=1036011
https://cookcounty.famis.com/LB_Request_Update.asp?RequestID=1037560
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