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CALIFORNIA STATE UNIVERSITY, LOS ANGELES — STUDENT HOUSING

EXECUTIVE SUMMARY

AUDIT OBJECTIVES AND BACKGROUND

In accordance with the fiscal year (FY) 2024/25 Audit Plan, as approved by the Board of Trustees, Audit and
Advisory Services performed an audit of student housing at California State University, Los Angeles (Cal
State LA).

The objectives of the audit were to ascertain the effectiveness of governance, risk management, and
control processes related to student housing and to ensure compliance with relevant federal and state
regulations, Trustee policy, Office of the Chancellor (CO) directives, and university procedures.

Cal State LA housing and residential life (HRL) offers about 2,600 beds in three residence areas: South
Village, University Apartments, and Golden Eagle Apartments. South Village is a new traditional-style
residence hall with 1,500 beds that opened in fall 2021. The occupancy rate for the 2024/25 academic year
is about 69%. HRL is under the Division of Student Affairs and Enroliment Management. The department is
led by a director and has professional staff who run operational areas, as well as student workers. HRL also
has its own facilities team responsible for maintenance. As of February 2023, all incoming residents are
required to have a meal plan, which is administered through a third party contracted by University Auxiliary
Services.

OVERALL CONCLUSION

Based on the results of the work performed within the scope of the audit, the governance, risk
management, and control processes for student housing as of March 21, 2025, were unlikely to provide
reasonable assurance that risks were being managed and objectives were met.

AUDIT SCOPE AND RESULTS

HRL has experienced operational challenges over the past few years, including recovery from the COVID-19
pandemic, the opening of a new residence hall during a time of low occupancy, and staff turnover,
including multiple changes in the housing director position. The current housing director has been working
with university leadership in student life and administration and finance on improving aspects of the
housing operations during the past nine months, and university leadership requested that this audit be
performed to further evaluate the need for improvement. Additional context provided by university
leadership can be found in the management response in Appendix A.

In general, we found that compliance with California State University (CSU) policies and procedures was
inadequate. Our review noted that improvement was needed in all areas under review.

Specifically, we found that HRL has incurred operating losses in the past four years and will be depleting its
reserves by the end of this fiscal year. We also identified weaknesses in physical access to housing facilities,
including the lack of a list of system users for the digital key system, unsecured key storage, and lack of key
inventories. Additionally, HRL did not have a formal process to monitor guest visitation, and the
management of visitor housing and summer conference services did not consistently follow processes.

We also noted that not all license fees were charged correctly, and there were untimely collection efforts.
Also, the university did not have documentation for all housing and meal plan benefits provided to staff
and volunteers, and required training was not consistently competed or assigned, including for Clery Act
and nondiscrimination policies, as well as cash-handling training for those collecting payments.
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CALIFORNIA STATE UNIVERSITY, LOS ANGELES — STUDENT HOUSING

A summary of the observations noted in the report is presented in the table below. Further details are
specified in the remainder of the report. Observations in the report are listed in order of significance,
grouped by activity if applicable.

Area Processes Reviewed Audit Assessment
Governance Oversight, roles and responsibilities, policies Observations noted in budget
and procedures, delegations of authority, and and reserves
budget and reserves
Residency License agreements, eligibility maintenance, Observation noted in license
Administration applications/placement, resident hall agreements, applications/
programs, and guests and visitors placement, residence hall
programs, and guests and
visitors
Housing Service contracts, contract monitoring, and Observations noted in
Operations special group arrangements contract monitoring and
special group arrangements
Fiscal Housing fees, fee-collection processes, Observations noted in housing
Administration reconciliations, cash handling, receivables, and  fees, reconciliations, cash
disbursements handling, and receivables
Facilities Work orders, deferred maintenance, and Observations noted in work-
Maintenance physical access to housing facilities order management and
physical access
Safety Staff qualifications, training, emergency Observation noted in staff
plan, evacuation drills, police services, and training
fire life-safety systems
Information Storage of and access to information Observation noted in system
Security gathered from potential and actual access
residents

The audit focused on procedures in effect from January 1, 2023, through March 21, 2025. Our audit and
evaluation included the audit tests we considered necessary in determining whether governance, risk
management, and control processes in the scope of our review were in place and operative. Our review
was limited to gaining reasonable assurance that essential elements of student housing were in place and
did not examine all aspects of the program.
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CALIFORNIA STATE UNIVERSITY, LOS ANGELES — STUDENT HOUSING

OBSERVATIONS, RECOMMENDATIONS, AND RESPONSES

Observations presented below are listed in order of significance; however, they may be grouped by activity
if applicable.

1. NET LOSSES AND RESERVES
OBSERVATION

HRL continues to face net losses and is projected to deplete its reserves at the end of this fiscal year,
raising concerns about its ability to remain self-supporting and sustain its long-term financial stability.

Based on our review of budget and actual financial information, HRL has had continual net losses over
the past four years as noted below:

2021/22 $774,543*
2022/23 $4,694,274
2023/24 $211,775**
2024/25 $3,754,531 (projected)

* $5,414,224 in CARES Act revenue was applied.
** One-time reduction of $6,083,335 in debt service payment due to construction savings.

Although HRL works with the university budget office to perform reviews throughout the fiscal year and
has developed strategies to reduce their deficit, they have continued to incur significant losses. HRL is
projecting a negative fund balance of $387,567 by the end of fiscal year (FY) 2024/25, meaning that it
will have depleted its reserve funds.

Housing operations have been challenged since COVID, which significantly impacted housing occupancy
levels. In the past few years, occupancy levels have ranged from about 60% to 75%, well below the
target of over 90%. Because its apartment complexes are aging, HRL has also been forced to pay for
unanticipated emergency repairs and planned maintenance projects that have challenged its budget.
These repairs were partially due to HRL not prioritizing deferred maintenance projects during the
COVID-19 recovery. There are also ongoing issues with the water system and fan coil breaks at the
newer South Village residence hall.

HRL has developed a budget action and recovery plan to address declining enrollment and underutilized
housing by implementing short-term strategies to boost occupancy rates, student engagement, and
facility upgrades, along with long-term strategies to renovate its older facilities and improve
affordability. The plan includes partnerships with local community colleges, expanded use of summer
conference programs, facility renovations, and a requirement for first-year students to live in university
housing starting in the 2025/26 academic year.

About a decade ago, HRL expanded its housing options by purchasing an off-campus apartment
complex, Golden Eagle Apartments (GEA), that added 28 apartments and accommodations for
approximately 59 students. At the time, the university’s on-campus housing mainly featured two- and
four-bedroom apartment-style units, known as Phase 1 and Phase Il, which accommodated around
1,000 residents with an occupancy rate of 95%. Although these apartments satisfied the overall housing
demand, the layout was less effective in fostering a strong sense of community, especially among first-
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year students. Management at the time conducted a demand study, performed by a third-party vendor,
that guided the planning and eventual construction of the South Village residence hall, increasing the
student accommodations to over 2,500 beds. Construction was agreed to in 2018, and the residence
hall opened in fall 2021.

Proper management of enterprise funds, which are intended to be self-supporting, enhances financial
planning and enables HRL to make informed decisions that align with the university’s mission while
maintaining financial independence and stability.

RECOMMENDATION

We recommend that the university implement their documented budget action and recovery plan to
ensure that housing operations are financially viable and bring HRL in compliance with CSU reserve

policy.

Responsible party: Vice President (VP) of Administration and Finance and VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will implement a documented budget action and recovery plan to ensure
that housing operations are financially viable and bring HRL in compliance with CSU reserve policy.

Estimated completion date: September 12, 2025

2. PHYSICAL ACCESS
OBSERVATION
Restriction of physical access to housing locations needed improvement.
Physical keys are used to access Phase |, Phase Il, and GEA, and digital key cards are used to access the
South Village residence hall. HRL uses the LenelS2 (S2) system to manage digital key card access. Access
is assigned to staff and student university one-cards via the S2 system.
Digital Key Cards

We found that HRL did not have adequate controls in S2 to ensure that appropriate access was granted
to individuals. Specifically:

e HRL could not provide a complete list of users and their roles within S2.

e At least three users have the highest user role of “full system setup.” This user role can perform
mass uploads for users and access, change parameters for locks, and create and change a user’s
role, including changing another user to the “full system setup” role.

o HRL does not have an established approval process for adding or changing a user’s role.

Physical Keys
HRL stores courtesy keys (for lockouts) and spare keys in the Phase Il office. We noted that physical keys

were stored in lockable cabinets; however, none of the cabinets were kept locked, and one had a
broken lock. Although the office is locked outside of business hours, multiple individuals, including
housing staff, student assistants, and custodial staff, have access to the office during business hours. In
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addition, HRL could not provide a complete and current inventory of all keys, including master keys and
custodial staff keys.

HRL recently implemented a process for the assignment and return of courtesy keys. Courtesy keys are
identified by a hook number and are kept in a wall-mounted cabinet. These keys are temporarily signed
out to students who have been locked out of their rooms and are required to be returned within 15
minutes. Although the established process appears appropriate, it is not documented, and there is no
process in place to periodically reconcile the courtesy key log to the courtesy key cabinet. We did
perform a review of five recent courtesy key check-outs and noted that all the keys were properly
returned and accounted for.

Additionally, two rooms in the Phase Il offices and one room in the main HRL office contained physical
documents, primarily housing applications that contain confidential information, dating back to 2007.
Two of these rooms, which are accessible by individuals in the office, stored the documents in unlocked
cabinets.

HRL has purchased equipment to update Phase |, Phase Il, and GEA to digital keys and is in the process
of implementing a new digital key management system. The project is expected to be completed prior
to the start of the fall 2025 semester. Additionally, during fieldwork, HRL enhanced physical key security
by transferring the keys stored at the Phase Il office into rolling bins and relocating them to a room with
limited access.

Proper administration and oversight of physical access can help reduce the risk of unauthorized access
that could lead to theft, property damage, privacy violations, and personal security concerns.

RECOMMENDATION
We recommend that the university:
a. Establish and maintain a complete list of all system users and their roles in S2.

b. Review current S2 users to determine that all users have the appropriate access for their role, and
remove any user who should not have access.

c. Develop and implement a process to require formal documentation and approval for S2 system
access and user role changes, as well as ongoing periodic reviews of access.

d. Establish and maintain a complete list of physical keys.

e. Document the courtesy key check-in/check-out process, including roles and responsibilities and
timing of reconciliations.

f. Secure all physical records in locked cabinets or rooms with limited access.

Responsible party: VP of Student Life
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MANAGEMENT RESPONSE

We concur. The university will:
a. Establish and maintain a complete list of all system users and their roles in S2.

b. Review current S2 users to determine that all users have the appropriate access for their role, and
remove any user who should not have access.

c. Develop and implement a process to require formal documentation and approval for S2 system
access and user role changes, as well as ongoing periodic reviews of access.

d. Establish and maintain a complete list of physical keys.

e. Document the courtesy key check-in/check-out process, including roles and responsibilities and
timing of reconciliations.

f. Secure all physical records in locked cabinets or rooms with limited access.

Estimated completion date: December 9, 2025

3. GUEST VISITATION
OBSERVATION

HRL did not have an established process in place to approve, track, and monitor guests in student
housing.

The HRL License Agreement and Student Guide states that:

e Guests are not permitted in apartments or bedrooms between midnight and 9 a.m. unless they are
registered and have prior approval from both roommates and HRL. All roommates must be
consulted and agree to guest visitation. Licensees must secure approval from HRL one week before
hosting overnight guests.

e Alicensee may have no more than two approved guests. Guests are not allowed to stay for more
than three consecutive nights in a month or more than nine nights in a semester.

Although these requirements are noted within the License Agreement and Student Guide, HRL does not
have a process to enforce or monitor compliance with them. HRL noted that they had identified this
issue before the audit and are in the process of drafting a formal guest visitation policy in collaboration
with other university groups.

Proper approval, tracking, and monitoring of guest visitation can help ensure compliance with the
license agreement and help reduce safety and security concerns and potential conflicts among
residents.

RECOMMENDATION

We recommend that the university:

a. Finalize and implement the guest visitation policy.
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b. Develop a formal guest registration and approval process that includes roommate consent, HRL
approval, and tracking of visitation frequency and duration.

¢. Communicate the policy and procedures to appropriate personnel.

Responsible party: VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will:
a. Finalize and implement the guest visitation policy.

b. Develop a formal guest registration and approval process that includes roommate consent, HRL
approval, and tracking of visitation frequency and duration.

c. Communicate the policy and procedures to appropriate personnel.

Estimated completion date: December 9, 2025

4. VISITOR HOUSING AND SUMMER CONFERENCE SERVICES
OBSERVATION

Oversight and administration of visitor housing and summer conference services needed improvement.
HRL offers overnight accommodations, food services/catering, and conference spaces for summer
camps, forums, retreats, conferences and workshops. These services are offered to other university
departments, as well as the public. The HRL website provides information about conference spaces,
amenities, costs, food service/catering, and parking. Although HRL explained their process for the
management of visitor housing and summer conference services to us, it has not documented policies
or procedures for these activities.

We reviewed 10 events, with 12 license agreements, to verify that processes were followed. We found
that:

e For all seven events that involved minors, HRL did not provide documentation that it consulted with
risk management to ensure that any required additional forms or insurance were completed or
obtained before the event, and the agreements did not have provisions related to youth protection
or related insurance. Two of these events were for other university departments, and HRL did not
verify that the departments had consulted with risk management. HRL noted that it was not aware
that risk management should be notified for events involving minors until after summer 2024.

e For four events, the license agreement was not executed until after the check-in date. Two of these
events had a second license agreement because the event was extended, and these extensions

were also not executed timely.

e For five events, HRL did not provide us with evidence of insurance for the event. Two of these
events were sponsored by university departments.

e For three events, the insurance did not provide coverage for the entire event period.
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e For four events, HRL did not create an invoice; however, payments for these events were received.
In addition, for one event, an invoice for $38,010 was not created timely. For that event, the
customer was not invoiced until seven months after the event end date because HRL did not submit
an invoice request form to One-Stop Financial Services (OSFS) to create the invoice. Payment had
not been received by the end of fieldwork.

e For eight events, full payment was not received before the start of the event, as required by the
license agreement. In addition, for two of these events, HRL did not obtain the required 25% deposit
before the event.

e For 10 events, HRL did not provide us with room condition reports. Room inspections should be
performed before and after the event.

Proper administration of conference and event services provides greater assurance of financial stability
and customer service, as well as compliance with current policies and procedures, and protects the
university from potential liabilities.

RECOMMENDATION

We recommend that the university:

a. Create policies and procedures for management of visitor housing and summer conference
services, including roles and responsibilities of HRL staff and other university departments.

b. Work with risk management to ensure that agreement templates for events with youth participants
include key risk management elements such as insurance coverage and terms and conditions

addressing youth protection in accordance with CSU policy.

Responsible party: VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will:

a. Create policies and procedures for management of visitor housing and summer conference
services, including roles and responsibilities of HRL staff and other university departments.

b. Work with risk management to ensure that agreement templates for events with youth
participants include key risk management elements such as insurance coverage and terms and
conditions addressing youth protection in accordance with CSU policy.

Estimated completion date: December 9, 2025

5. STAFF AND RESIDENT ASSISTANT TRAINING
OBSERVATION
Administration of staff and volunteer training needed improvement.
At Cal State LA, human resources assigns staff and student assistants required training through

CSULearn. For resident assistants, HRL provides a two-week orientation that includes in-person and
online training.
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We reviewed 20 HRL staff, student assistants, and resident assistants for compliance with mandatory
training requirements and found that certain training was not assigned or completed timely (see Chart 1
below).

Chart 1
Training Completion
Completed Assigned but \[o]
Training during not completed Overdue assigned

fieldwork (no due date)
Clery Act 6 3

Gender Equity/Title IX

Injury & Illness Prevention Program
Data Security/FERPA
Discrimination, Harassment, and
Retaliation Prevention

[SSRR RPN Ne)]
o|O0|O|O
m|O|O|O|O
N|IO|FR |0

As noted in the chart above, HRL had many staff members complete training during fieldwork.
Proper administration of required training helps to ensure compliance with state law and system
requirements, provides evidence that individuals are properly trained and qualified for their position,
and reduces exposure to litigation.

RECOMMENDATION

We recommend that the university:

a. Assign appropriate training to the staff, student assistants, and resident assistants noted above, and
ensure it is completed.

b. Develop a process to monitor training status, and enforce deadlines at the department level.

Responsible party: VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will:

a. Assign appropriate training to the staff, student assistants, and resident assistants noted above,
and ensure it is completed.

b. Develop a process to monitor training status, and enforce deadlines at the department level.

Estimated completion date: October 3, 2025

6. LICENSE AGREEMENTS AND FEES
OBSERVATION
Administration of license agreements and associated fees needed improvement.

HRL annually reviews and updates the established license agreement to ensure that it complies with
California Code of Regulations (CCR) Title 5 and that all due dates and associated fees are accurate. HRL
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and the university also have a multilevel review process for any changes to established fees that is
ultimately approved by the president.

Once students complete the housing application through the housing portal, StarRez stores the
student’s room and meal plan selections. HRL exports a report and manually inputs the fees associated
with their selection. This report is sent to OSFS for posting to the student’s Golden Eagle Territory (GET)
account.

License Agreements
We reviewed the license agreement for 31 residents and found that:

e Fortwo license agreements, the student was not taking any courses for Spring 2025 and therefore
did not meet the eligibility requirements to reside in housing. However, the cancellation process for
these residents had not been initiated.

e Forone license agreement, the housing accommodation annual renewal form was not obtained
from the Office for Students with Disabilities. HRL was able to provide us with the initial approval of
the accommodation.

e Forone license agreement, HRL did not provide us with the emotional support animal form.

In addition, although HRL noted that prioritization of certain groups does occur as required, we found
that HRL did not have documented policies and procedures for how groups, such as foster youth and
students with disabilities, are prioritized and how many rooms/beds are guaranteed for those groups.

Also, HRL did not have a documented procedure for the frequency of notices that are sent to residents
who have a cancelled license agreement. We reviewed 20 cancelled license agreements and found that
a notice of prorated fees was not provided to residents for three cancellations. HRL said it has since
implemented a process for sending out notices timely.

Fees
We reviewed the fees associated with the 31 license agreements noted above and found that:

e Three residents were overcharged for their room. Two of these students were overcharged by $30
during Fall 2024 due to the programming fee being included within the room rate. The third student
had a single room disability accommodation and was overcharged $500.50 in Spring 2025 because
the fees were for the incorrect room type.

e Three resident assistants were charged a programming fee, resulting in a $30 overcharge. Resident
assistants have their housing fees, including programming fee and meal plans, covered as part of
their volunteer position. This resulted in the overcharges being paid by the individuals’ Pell Grants.
Also, one of these individuals also incurred a $20 late fee as a result of the overcharge.

e Two resident assistants were charged the incorrect meal plan. However, since meal plans are
covered as a part of their volunteer position, there was no over- or undercharge to the individual as
a result of the incorrect meal plan selection.

Because all fees are manually calculated, these types of errors can occur if the data is not reviewed for
accuracy, such as double-checking that all fees associated with a certain room type are charged the
same amount. Also, HRL does not perform a reconciliation between their fee calculation and the
student’s GET account after fees are posted to ensure that the fees were properly charged.
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In addition, we noted that housing rental rates for academic year (AY) 2023/24 that were posted to the
HRL website were overstated by $75. HRL noted that the fees posted to the website included fees that
were being considered but were not ultimately added. HRL provided evidence that the residents were
charged the correct amounts. The fees posted on the website also showed the $30 per semester
programming fee; however, the website did not note that it was included in the listed fees. Fees posted
on the website for the current academic year were accurate.

Also, HRL did not provide us with approval from the president for meal plan fee increases for AY
2023/24 and 2024/25. HRL noted that these approvals were completed, but the documentation was not
retained. HRL is currently in the process of obtaining the president’s approval for the AY 2025/26 meal

plan fee increase.

Proper administration of license agreements and associated fees can help to ensure accurate billing and
compliance with university and regulatory requirements.

RECOMMENDATION

We recommend that the university:

a. Refund residents for overcharges noted above.

b. Obtain the president’s approval for the AY 2025/26 meal plan fee increase.

c. Develop and implement policies and procedures for monitoring of student eligibility, retention of
accommodation support, priority groups, cancellation notices, and reconciling fees.

d. Implement a process to review posted housing rates on the website for accuracy and to ensure all
included fees are clearly disclosed.

e. Communicate policies and procedures to appropriate personnel.

Responsible party: VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will:
a. Refund residents for overcharges noted above.
b. Obtain the president’s approval for the AY 2025/26 meal plan fee increase.

c. Develop and implement policies and procedures for monitoring of student eligibility, retention of
accommodation support, priority groups, cancellation notices, and reconciling fees.

d. Implement a process to review posted housing rates on the website for accuracy and to ensure all
included fees are clearly disclosed.

e. Communicate policies and procedures to appropriate personnel.

Estimated completion date: November 7, 2025

Audit Report 24-23 Audit and Advisory Services Page 12



CALIFORNIA STATE UNIVERSITY, LOS ANGELES — STUDENT HOUSING

7. COLLECTIONS
OBSERVATION
Collection efforts performed by OSFS were not completed timely.
HRL and OSFS coordinate to perform fee collection based on an established memorandum of
understanding (MOU). HRL performs collection efforts for the first 30 days after the due date, and OSFS

performs collection efforts after the account is more than 30 days past due.

We reviewed 10 past-due balances and found that HRL had sent out notices to residents within the
initial 30 days. However, subsequently, OSFS did not perform collection procedures timely. Specifically:

e For three past-due balances from Spring 2023 and four past-due balances from Spring 2024, OSFS
did not perform collection efforts until September 2024.

e For three past-due balances from Fall 2024, OSFS did not perform collection efforts until January
2025.

The delay in collection efforts appeared to be a miscommunication between HRL and OSFS about the
information OSFS needed to start their collection process.

Proper administration of collection processes can help to improve the likelihood of collection and
positively impact cash flow.

RECOMMENDATION
We recommend that the university coordinate communication between HRL and OSFS to reiterate
responsibilities related to collections and ensure OSFS has the information it needs to facilitate

collection efforts.

Responsible party: VP of Administration and Finance and VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will coordinate communication between HRL and OSFS to reiterate
responsibilities related to collections and ensure OSFS has the information it needs to facilitate
collection efforts.

Estimated completion date: October 3, 2025

8. AGREEMENTS
OBSERVATION
Agreements were not consistently monitored and retained.
HRL receives procurement services from university procurement and University Auxiliary Services (UAS).
Although these entities assist HRL with setting up agreements, the services provided should be

monitored by HRL. We found that not all HRL-related contracts were retained. Specifically, the following
had not been retained:
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e The contract for filtered water services. Per HRL, housing receives small amounts of revenue from
this contact, with the most recent amount received being $26; however, HRL could not fully explain
the services provided.

e The S2 system contract.

e The current StarRez contract. Per HRL and university procurement, a renewal is currently being
reviewed by risk management.

e The original contract for laundry services. However, the executed first amendment was provided.
Charges totaling $22,112 for these services were paid that did not align with the contract terms. HRL
is following up with the vendor regarding the additional charges.

In addition, UAS manages the agreement with Chartwells, who provides dining and meal plan services.

UAS charges HRL a 7.5% fee for management of this agreement. We requested documentation to

confirm that the services and fees between UAS and HRL were agreed to, but no agreement was

provided. The university noted that a campus program agreement (CPA) included the relevant terms but

that it could not be located. The university said it is working on establishing a new agreement with UAS.

Proper retention and execution of contracts can help ensure vendor and auxiliary compliance with
contract terms and assists with monitoring and validating charges.

RECOMMENDATION

We recommend that the university:

a. Obtain copies of agreements for the vendors noted above.

b. Establish and execute a CPA detailing the terms agreed upon between UAS and HRL.

c. Perform periodic monitoring of contract terms and vendor charges to verify compliance and
accuracy.

d. Work with university and UAS procurement to ensure that all contracts are properly executed and
retained.

Responsible party: VP of Administration and Finance and VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will:
a. Obtain copies of agreements for the vendors noted above.
b. Establish and execute a CPA detailing the terms agreed upon between UAS and HRL.

c. Perform periodic monitoring of contract terms and vendor charges to verify compliance and
accuracy.

d. Work with university and UAS procurement to ensure that all contracts are properly executed and
retained.

Estimated completion date: December 9, 2025
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9. FACULTY AND STAFF HOUSING AND MEAL PLANS
OBSERVATION
Administration of HRL and non-HRL staff and volunteer housing and meal plans needed improvement.

Non-HRL University Personnel Living in Housing

HRL did not have documented policies and procedures for non-HRL university personnel living in
housing facilities, though there was one faculty member doing so during the audit. Policies should be
established to ensure that there are clear processes and parameters for these arrangements, including
eligibility, approvals, fees and payments, and conditions for cancellation.

The faculty member had an agreement to live in housing facilities starting in August 2023, with a
tentative end date of December 2023. This agreement was not subsequently renewed; however, the
faculty member is still residing in housing. In addition, although HRL did not provide the full payment
history, we noted that the faculty member had made some payments in batches, resulting in some
payments being one to three months late, but no late fees were applied. Also, at the time of the audit,
the faculty member had a past-due balance because no payments had been made for 2025. At the end
of fieldwork, HRL noted that the faculty member had made payments for January through March 2025.

HRL Personnel Living in Housing and Receiving Meal Plans

HRL did not have documentation to support the need for certain HRL staff and resident assistants to live
in housing facilities and/or receive meal plan benefits, though this was occurring during the audit. The
taxability of these benefits needs to be considered, and a documented business purpose is needed to
show that the value of the housing and/or meals is not taxable to the recipients. In addition, the
requirement to live in housing should be documented in the employee offer letter and the essential
tasks and duties that require living in housing and receiving meal plans should be documented within
the job description or offer letter.

There were four staff residing in housing during fieldwork and two additional staff being onboarded who
would also reside in housing. We noted that the job descriptions for all the staff residing in housing
explained that it was a requirement of their position, but only one individual’s offer letter indicated the
value of the housing and the non-taxable nature of the income.

In addition, all HRL administrative staff were receiving meal plan benefits; however, receipt of a meal
plan was not documented within these staff members’ job descriptions or offer letters. Also, resident
assistants were receiving an all-access meal plan, and though the position description stated that they
would receive a single furnished room and a meal plan, it did not document which level of meal plan
they should receive.

During fieldwork, HRL drafted a meal plan agreement for staff and resident assistants receiving these
benefits.

Proper administration of housing and meal plan benefits and faculty agreements, including formalized
policies and procedures, can help ensure compliance with Internal Revenue Service requirements and
allow for equitable treatment of employees and volunteers.

RECOMMENDATION

We recommend that the university:
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a. Execute an agreement with the faculty member residing in housing that includes clearly defined
payment schedules and late-fee provisions.

b. Develop and implement policies and procedures for faculty and staff housing and meal plan
benefits.

c. Finalize the drafted meal plan agreement for staff and volunteers currently receiving the benefit.
d. Create template offer letters and update job descriptions for staff with housing or meal plan
benefits that clearly state the requirement to reside in housing and/or receive meal plans, the value

of the benefit, and taxability considerations.

Responsible party: VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will:

a. Execute an agreement with the faculty member residing in housing that includes clearly defined
payment schedules and late-fee provisions.

b. Develop and implement policies and procedures for faculty and staff housing and meal plan
benefits.

c. Finalize the drafted meal plan agreement for staff and volunteers currently receiving the benefit.

d. Create template offer letters and update job descriptions for staff with housing or meal plan
benefits that clearly state the requirement to reside in housing and/or receive meal plans, the
value of the benefit, and taxability considerations.

Estimated completion date: November 7, 2025

10. CASH HANDLING
OBSERVATION
Administration of cash-handling procedures needed improvement.

OSFS is responsible for designating cash collection locations and providing lock bags, endorsement
stamps, and training to individuals receiving cash and cash equivalents. OSFS has designated HRL as a
cash collection location and provided management with three lock bags and two endorsement stamps
that are held at the main HRL South Village (SV) office.

We reviewed the five most recent deposits received from HRL and found that one receipt, consisting of
three checks worth a total $4,455, was not deposited to OSFS until 31 days after the deposit slip was
created. University and systemwide cash-handling policies and procedures require that deposits be
made within five business days.

Based on our review of the deposit slips, we noted that three individuals, one HRL staff and two student
assistants, created the deposit slips. After inquiry and review of cash-handling training records, we
noted that the three individuals had not received cash-handling training. We also inquired as to whether
the individuals at the Phase Il office also receive payments and noted that:
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e Payments are received at the Phase Il office and are sent to the main HRL SV office for deposit slips
to be prepared and sent to OSFS.

e The Phase Il office does not have any lock bags or endorsement stamps, and sometimes, payments

received may remain in the office overnight before they are moved to the SV office. The payments
are kept in a locked drawer within a locked office if they are not sent to the SV office upon receipt.

e Staff and student assistants at Phase Il had not received cash-handling training.

During fieldwork, three staff members and a student assistant at the main SV office received cash-
handling training.

In addition, we noted that HRL does not request a university police escort when depositing cash/cash
equivalents of more than $5,000, as required by university cash-handling procedures. This policy is not
consistent with updated systemwide policy, which requires cash exceeding $1,000 to have a campus
police escort or armored car, but does not require it for cash equivalents.

Further, although HRL noted that it completes reconciliations of deposits posted by OSFS to deposits
received by HRL to ensure that all deposits were accurately posted to the correct accounts, HRL did not

provide us with these reconciliations.

Appropriate administration of cash handling and compliance with cash-handling policies and procedures
helps to reduce exposure to risk related to loss, theft, and misappropriation of funds.

RECOMMENDATION

We recommend that the university:

a. Provide cash-handling training to any remaining individuals who handle cash or cash equivalents
and reiterate cash-handling policies and procedures to all HRL personnel performing cash-handling

duties.

b. Designate the Phase Il office as a cash collection location and provide it with the necessary lock bags
and endorsement stamps, or send all customers with payments to the SV office.

c. Document and maintain reconciliations performed for deposits received.

d. Update university policy regarding escort requirements for cash and cash equivalents so that it
aligns with systemwide policy.

Responsible party: VP of Administration and Finance (a, b, d) and VP of Student Life (c)

MANAGEMENT RESPONSE

We concur. The university will:

a. Provide cash-handling training to any remaining individuals who handle cash or cash equivalents
and reiterate cash-handling policies and procedures to all HRL personnel performing cash-
handling duties.

b. Designate the Phase Il office as a cash collection location and provide it with the necessary lock
bags and endorsement stamps, or send all customers with payments to the SV office.
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c¢. Document and maintain reconciliations performed for deposits received.

d. Update university policy regarding escort requirements for cash and cash equivalents so that it
aligns with systemwide policy.

Estimated completion date: October 3, 2025

11. WORK ORDER ADMINISTRATION
OBSERVATION
Administration of work orders needed improvement.

HRL has its own facilities maintenance team, which uses the StarRez maintenance module to manage all
work orders. Maintenance technicians are assigned to different housing buildings and will review
submitted work orders daily. HRL noted that it does have processes to assign and assess priority for
work orders, but no documented policies and procedures for the work order categories/types,
prioritization, and monitoring and escalation of open work orders. Also, HRL did not have documented
policies and procedures for work order materials management as required by the CSU Facilities
Maintenance Policy.

We reviewed 15 work orders and found that:

e Six work orders were marked complete as part of a mass closure of open work orders in July 2024.
This mass closure consisted of more than 12,000 work orders. HRL noted that these appeared to be
work orders that were outsourced to contractors and were never marked complete.

e Four open work orders did not have appropriate follow-up after being referred to other university
departments or outside contractors. HRL communicated that three of these work orders were
referred to contactors and HRL staff had confirmed that the work was completed. Therefore, these
should have been closed.

In addition, we noted that work orders generally lacked enough information to determine the work
performed, communications with university departments and contactors, materials used, and fees
incurred. HRL noted that facilities personnel confirm that work is complete before contractors are paid
for their services, but notes about this review are not retained in the work order system.

Proper facilities management practices and tracking can ensure timely completion work orders, and
effective evaluation of contactors, and it helps to provide accurate cost tracking.

RECOMMENDATION

We recommend that the university:

a. Develop and implement policies and procedures to address the issues noted above, including work
order documentation, responsibilities for confirmation of work performed by others, work order
closure, materials management, and periodic reviews of open work orders.

b. Communicate policies and procedures to appropriate personnel.

Responsible party: VP of Student Life
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MANAGEMENT RESPONSE

We concur. The university will:

a. Develop and implement policies and procedures to address the issues noted above, including
work order documentation, responsibilities for confirmation of work performed by others, work
order closure, materials management, and periodic reviews of open work orders.

b. Communicate policies and procedures to appropriate personnel.

Estimated completion date: December 9, 2025

12. SYSTEM ACCESS

13.

OBSERVATION

Administration of system access needed improvement.

HRL uses StarRez to manage resident housing application information. For StarRez, access is granted by
information technology after the employee signs a StarRez Access Request Form and is approved by the
HRL director. The form serves as the acknowledgement of confidentiality and notes that the individual
will take the required Data Security/FERPA training within CSU Learn. We reviewed the approval for 21
individuals who had access to StarRez and found that the request form was not signed for three

individuals and not maintained for one individual.

Proper administration and oversight of system access can help reduce the risk of noncompliance with
FERPA and data security standards.

RECOMMENDATION
We recommend that the university:

a. Establish a process to ensure completion and retention of access forms for all StarRez users.
b. Complete forms for the four individuals identified above.

Responsible party: VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will:

a. Establish a process to ensure completion and retention of access forms for all StarRez users.
b. Complete forms for the four individuals identified above.

Estimated completion date: September 12, 2025

OFF-CAMPUS HOUSING RATES
OBSERVATION

Market rates for local off-campus housing were not posted on HRL’s website or included in documents
provided to students.

Audit Report 24-23 Audit and Advisory Services Page 19




CALIFORNIA STATE UNIVERSITY, LOS ANGELES — STUDENT HOUSING

14.

We reviewed the university’s housing website and noted that the market rate for local housing in the
area was not posted. Education Code (EC)§66014.2 requires universities to post information about the
market cost of one- and two-bedroom apartments and of one-person bedrooms in private houses in the
areas surrounding that campus where its students commonly reside on or before February 1 each year.
This information must be posted in the same location on the university website as off-campus student
housing cost estimates. The posted market cost should be based on reliable sources, including students,
local newspapers, bulletin boards, and rental websites.

EC §69503.6 further states that the housing cost information should be posted on all websites and
documents the university provides to students for purposes of advertising or otherwise displaying the
student costs associated with institutionally operated housing.

We noted that the food and housing cost estimates are posted on the website for the financial aid and
scholarships office. However, these are posted as a single line item (living expenses), rather than being
listed separately as required, and that website included off-campus estimated costs for one-bedroom
apartments on its cost-of-attendance website without citing a data source.

During fieldwork, the university updated its cost-of-attendance website to include the required
information.

Compliance with disclosure requirements promotes transparency and facilitates informed decision-
making for students, while also reducing the risk of legal exposures.

RECOMMENDATION

We recommend that the university develop and implement a plan to ensure required disclosure
information is communicated in accordance with regulatory requirements.

Responsible party: VP for Student Life and VP of Academic Affairs

MANAGEMENT RESPONSE

We concur. The university will develop and implement a plan to ensure required disclosure
information is communicated in accordance with regulatory requirements.

Estimated completion date: September 12, 2025

RESIDENTIAL LIFE PROGRAMS AND ACTIVITIES
OBSERVATION
Administration of residential life programmatic activities needed improvement.

HRL provides activities and programs to housing residents throughout the academic year. These
activities and programs are based on a programming model that is updated annually each summer. The
model serves as a guide for resident assistants to conceptualize, plan, and implement their programs
and activities. HRL explained that under its process, all activities and programs must have a proposal
that is reviewed and approved by senior resident assistants and residence life coordinators, and
program evaluations are documented after the event has occurred. However, there were no
documented procedures for required documentation, deadlines, or a formal review process.
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We reviewed 10 programming activities to confirm compliance with the current process and found that:

e For nine activities, documentation of approval of the proposal was not maintained. For two of these
activities, HRL did not provide us with a proposal. For the remaining seven activities, no
documentation was maintained confirming that the proposal was reviewed and approved by a
senior resident assistant or resident life coordinator.

e Forthree activities, a list of attendees and the program evaluation was not maintained.

e For seven activities, program evaluations were maintained, but they were not dated and therefore,
we could not evaluated them to determine whether they were completed timely.

e For one activity, documentation of prior approval to use the Los Angeles Football Club facility was
not retained.

Proper documentation and a formal review process can help ensure that HRL provides effective and
engaging activities and programs that meet the goals of the established programming model.

RECOMMENDATION
We recommend that the university:

a. Create policies and procedures outlining required documentation for residential life program
proposals, approvals, and evaluations, including roles and responsibilities and timelines.

b. Communicate policies and procedures to appropriate personnel.

Responsible party: VP of Student Life

MANAGEMENT RESPONSE

We concur. The university will:

a. Create policies and procedures outlining required documentation for residential life program
proposals, approvals, and evaluations, including roles and responsibilities and timelines.

b. Communicate policies and procedures to appropriate personnel.

Estimated completion date: December 9, 2025

Audit Report 24-23 Audit and Advisory Services Page 21



CALIFORNIA STATE UNIVERSITY, LOS ANGELES — STUDENT HOUSING

GENERAL INFORMATION

ADDITIONAL BACKGROUND

The Board of Trustees (BOT) reaffirmed the importance of student housing as a means for realizing the
educational mission of the CSU in July 1982, when it issued Resolution of the Committee on Finance (RFIN)
9-82-10, Report of the Student Housing Policy Study Group. In this document, the board resolved to
encourage and support the development of on-campus student housing and outlined objectives that
addressed both programmatic goals, such as activities that complement the academic programs of the
institution, as well as practical goals, such as facility maintenance, strategic planning, and fiscal
responsibility.

Though individual universities retain responsibility for the financial, operational and aspirational viability of
their housing programs, new project funding has been achieved via systemwide revenue bonds since July
1994. Universities that want to propose a student housing project funded by systemwide revenue bonds or
other non-state sources must have the project reviewed by the Housing Proposal Review Committee
(HPRC) and are responsible for presenting their projects to the committee. The HPRC studies the housing
proposal and submits its recommendations to the BOT for consideration. If approved, bonds are advertised
and sold or otherwise financed, followed by a bond escrow period. Once funds are received, a construction
contract can be executed, and the project can proceed. Debt service repayment is the responsibility of the
campus and is generally a line item in housing budgets.

Access to affordable on-campus housing can promote rates of persistence and graduation, as well as
provide short-term and long-term benefits in student engagement and improved sense of belonging with
the university. The CSU continues to increase bed-space capacity and strives to keep rental rates below
those of the local rental market. To meet the legislative requirement outlined in EC §66220, the CSU
created the CSU Systemwide Housing Plan in 2022, which contains an analysis of systemwide housing
needs and documents ongoing actions and plans to meet those needs over the next five years, with a focus
on closing the degree gap and providing affordable housing. As part of the CSU’s Basic Needs Initiative,
emergency housing programs have been made available to students. In addition, the state Higher
Education Student Housing Grant Program was established as part of the 2021/22 state budget package to
increase affordable student housing in higher education and will help the CSU construct affordable beds at
multiple universities.

Each CSU has its own housing office that provides information about the housing options for students. At
certain universities, housing facilities are owned by auxiliary organizations. The housing program is a self-
supporting program deriving its revenues primarily from fees collected for the use of the residence
facilities, which are Category V fees. Funds are used for current operating expenses, maintenance and
repair, improvements to facilities, and interest and principal payments on outstanding bonds. In fall 2024,
the CSU university housing program had 67,752 existing university housing inventory (beds).

CRITERIA

Our audit was based upon standards as set forth in federal and state regulations and guidance,
Trustee policy, Office of the Chancellor directives, and university procedures, as well as sound
administrative practices and consideration of the potential impact of significant risks. This audit was
conducted in conformance with the Institute of Internal Auditors’ Global Internal Audit Standards.
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This review emphasized, but was not limited to, compliance with:

e Coded memorandum Academic Affairs 2010-11, Priority Housing for Former Foster Youth
e (California Code of Regulations, Title 5 §42000-42103

e CSU Accounts Receivable Management Policy

e CSU Budget Oversight Policy

e CSU Designated Balances and Reserves Policy

e CSU Disbursements Policy

e CSU Information Security Policy and Standards

e CSU Information Security Privacy of Personal Information
e CSU Segregation of Cash Handling Duties Policy

e CSU Immunization Requirements

e CSU Facilities Maintenance Policy

e CSU Financing and Debt Management Policy

e CSU Emergency Management

e Interim CSU Nondiscrimination Policy

e CSU Delegation of Fiscal Authority

e CSU Student Tuition and Fee Policy

e Jeanne Clery Disclosure of Campus Security Policy and Campus Crime Statistics Act
e EC§66014.2

e EC§69503.6

e Government Code §13402 and §13403

e (Cal State LA HRL License Agreement

e Cal State LA HRL Student Guide

AUDIT TEAM

Senior Audit Manager: Hannah Gardener
Senior Auditor: Jesse Santos
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APPENDIX A — MANAGEMENT RESPONSE

’\CAL STATE LA

Housing and Residence Life

Management Response to Audit Report 24-23 — Housing Operations

The Office of Housing and Residence Life at Cal State LA acknowledges the observations outlined in Audit
Report 24-23 and appreciates the opportunity to improve our operational, fiscal, and compliance frameworks.

The findings in the audit accurately reflect a program in transition. At present, all members of the Housing and
Residence Life leadership team, including the Director and Associate Directors, have been in their roles for less
than one year. Our new team was assembled during a critical recovery period following the COVID-19
pandemic, amidst a broader landscape of declining university-wide enrollment and reduced residential
demand. Additionally, the rapid expansion of our housing inventory by 1,500 beds in 2021, amidst a campus-
wide enrollment contraction, created a budgetary imbalance from which we are actively recovering.

The audit highlights legitimate concerns. However, it is important to contextualize these concerns within an
environment where emergency repairs, legacy decisions, and manual operational systems were inherited by a
new leadership team. We have since initiated sweeping corrective measures, including:

¢ Adocumented financial recovery and occupancy plan aligned with CSU reserve requirements.
« A full audit of physical access systems and key controls.

e« The development of standardized processes for guest visitation, training compliance, and residential
programming.

+ Tightened fiscal controls in collections, cash handling, and license fee accuracy.

« Implementation of new contract management protocols and clear expectations for all auxiliary service
relationships.

We are committed to transparency, student safety, and operational integrity. The audit findings serve as both a
mandate and an opportunity for continued reform. We welcome continued oversight and remain aligned with

systemwide goals to ensure that student housing supports academic success, community belonging, and long-
term financial health.

Sincerely,

Luis E. Roldan
Director of Housing and Residence Life
California State University, Los Angeles

e TR 07/07/2025

33 POT)

Housing and Residence Life

5500 PASEO RANCHO CASTILLA, LOS ANGELES, CA 90032 - 323-343-4800 - CALSTATELA.EDU
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