
Financial Management Contract 
Resolution Worksheet 

                                                                                                      Date: October 15, 2025 
Suggested Motion: 

 
“I move to approve a Financial Management Contract with ___________ at an annual cost 
of $__________ with funds to come from GL 59-5320000”. 
 
2nd: 
 
 
  Vote: 
 
 In Favor Opposed Abstained Absent 

Scott Buchanan     

Dave Bush     

Caitlin Counihan     

Lucille Eddy     

Elaine Lawler     

Jeff Lisanick     

Scott Mulrooney     

Mike Rothenberg     

Jim Wicker     

 
    
   



Company KPA (Interview Ranking - 2) Proposal 
Score = 23 Sentry (Interview Ranking - 3) Proposal 

Score = 23 First Service (Interview Ranking - 1) Proposal 
Score = 24

Overview

KPA served PFX as Full Service Management Agent from 1996 
to 2009 and Financial Agent from 2015 to 2019. KPA 
understands the volume of work and the unique requirements of 
PFX. Since we last served PFX we have replaced our 
accounting, payables and management software and increased 
our efficiency and reliability.

Scores Your manager will plan and coordinate association meetings, 
monitor deed restrictions and coordinate vendor management. 
Additionally, we will provide detailed financial and manager 
reports and offer several online payment options and real-time 
financial information available to you 24/7

Scores Trent President Mid Atlantic Region
Estella VP Client Services  
Jack Vagelli  Sr Vice President --- Jack is Sr VP of Finance - oversees 
all accounting services
Ron Ruffner VP
Raymond Tate VP Business Development

Scores

Contact Edward Alrutz 7035325005 Dave Ciccarelli 8006345919
email address: dciccarelli@sentrymgt.com

Raymond Tate 703-342-9020 Vice President, Lifestyle & Developer 
Services Raymond.Tate@fsresidential.com

Costs (Proposal & Interview 
question,  score is based on response 
in proposal)

$75,000 annual (3rd lowest)

PLUS ~ $9772.00 Basic Ad Hoc = 84,772 yr
Cinc web access -  $7,072.80 yr - see ad hoc below 
Move-In - Setup Fee $40 per move in @ 300 = $1200
Attorney Turnover Fee $50 per case:  @ 300 = $1500

3 $7,578 monthly ($90,936 yr) - 

Contract Term -1 year Contract - they also offer incentivized 
multi-year options 

DEDICATED SERVICE TEAM
In addition to your Community Association Manager, our team 
also has additional support
supplied by a Dedicated Service Team, consisting of personnel 
specializing in resales,
accounts receivable, accounts payable, general ledger, 
assessments/collections, a 24/7
on-call emergency response, and more. These assigned team 
members serve as an
extension to your manager and handle time-consuming tasks to 
provide added support to
the association and manager

2 $7,917 monthly (annual 95,004) 

+ $2500 one-time Onboarding fee - this includes smooth transfer of all 
unit owner accounts owner information and account balances - bank 
accounts - collections accounts - financial accounts - etc - Transition 
Timeline 60 days

2

Company experience (score is based 
on response in proposal)

35 years all in northen virginia 2 Founded in 1975 3 38 plus years 2

Community Size Managed (score is 
based on response in proposal)

40 associations, 9500 units  
6 of the Associations are financial only management. 2

References include a community in MD of 1,869 homes 

Sentry Manages 3,200 community associations in 26 states
3

They manage accounts with budgets from $100,000 to $31MM - - - 

With over $5 billion in administered funds and 7,000+ community 
associations as clients,

No mention in the document on the number of units (doors) for any of 
the other properties they serve -                         Interview response - 
They serve Ashburn Village it has 8,000 units

3

Banking (Interview question, no 
associated score) - Are we required 
to use a specific bank and if so, which 
funds (operations and/or operations 
and reserve)? What if any banking 
services can you help us leverage?

KPA’s proposal is based on the operating funds being deposited 
in Axos Bank. The reserve funds can remain in at their current 
financial institutions. KPA does not want signature authority on 
reserve funds. Axos is an internet bank, FDIC insured, no brick 
and mortar. The funds would be in a sweep account (small 
interest rate).

Yes, Sentry requires that the primary checking account will be at 
Enterprise bank in Florida; the lockbox is in Tampa. They would 
also like the reserve funds moved to Enterprise. Sentry has 
several partner banks in their network that they have 
relationships with that can be leverage for services. Sentry’s 
expectation is that all accounts (operations and reserve} will be 
at Enterprise.                                                                                                  
Reconciliation of accounts located outside of Enterprise will be 
charged a monthly $95.00 reconciliation fee (per account). 

Alliance association bank for the operations account. Part of Western 
Alliance bank. Where we keep reserves is up to us. Monitor 
operations account and make sure it stays within FDIC compliance. 
First service financial – can review our investments and make sure we 
are getting the highest interest rates.                         They have a 
Cash Management Section - "First Service Financial" He can show us 
the best rates out their - see their investment policy statement.  They 
are happy to help with investments - review current investments - etc.  
ad hoc

Credit card (Interview question, no 
associated score) - Can your 
organization assist us with obtaining 
a credit card?

KPA can get us a credit card with the Association name on it, 
versus a Board members name. 

Sentry can set up a debit card with First Horizon, a partner 
bank. 

Yes, they can supply a purchase card. Usually a $5000 limit. It was 
mentioned that we would need a card with a higher limit. First Service 
indicated the limit can be increased

Vender Management (Proposal & 
Interview question,  score is based 
on response in proposal)- Explain 
how you manage vendors, invoice 
and payment process, and any fees 
associated with vendor 
management. 

PFFX approves invoices that can be emailed or couriered over 
to the KPA office. KPA uses AVID Strongroom which streamlines 
the processing and coding of invoices. If the vendor wants an 
electronic payment that will be processed through Strongroom, 
but the vendor will have to pay a fee for that service. 
Strongroom can also be used to pay utilities, insurance, etc. 
They use ACH electronic payment for utilities and insurance to 
avoid late payments They can cut and send checks if needed. 
During the interview KPA was asked how they guard against 
duplicate invoices and how they ensure the intergrity of the 
vendor naming convenstions. While they didn't provide specifics 
they did indicate they would work with us on those issues

3 Sentry uses VenderSmart for vender management and there is 
$150.00 annual registration fee to the vendor. Sentry does not 
charge registration fees for utilities. They will also waive the 
registration fee for small vendors, who will be issued a coupon. 
Annual expenditures such as “inspect fire systems” will not be 
charged the registration fee.                                                                                       
Q: Sentry was asked how they identify duplicate invoices. A: 
Their response was that their system (ComunityPro) flags 
duplicate invoice numbers. System allows for flagging and 
prioritization of invoices.                                       Q: Q:How long 
on average does it take Sentry to pay a vendor.
A: Sentry cuts checks every day. Invoice submittal to payment is 
normally no longer than a week.  Items that can cause delays 
are high value invoices that require multiple sign offs. 
Q: Vendor registration, how long does it take? 
A: The Vendor is sent an invitation from the Dashboard 
(software product) that allows them to upload the requested 
documentation, they are assigned a vendor number and are 
considered registered. Registration is dependent on the 
responsiveness of the vendor. 

2 Not mentioned in the proposal.                                                   f. Use 
Vive for vendor management (currently use Vive)
i.	$175.00 per vendor (annual fee)
ii.	Fee can be waived for smaller vendors 
iii.	If they are already in Vive they do not need to re-register for 
Parkfairfax                                                           Q: What checks and 
balances does First Service employ to ensure there are no duplicate 
invoices?  
A: Not addressed
Q: What do you have in place to ensure Vendor names remain 
standardized? 
A: Not addressed
Q: Vendors – How long on average does it take Sentry to pay a 
vendor.
A: Venders are paid two times per week (Tuesday and Thursday). 
This is dependent that invoices are approved. If the invoice is an 
approved vender in AVID the invoice will be approved quickly.                   

They use Vive for 3rd party verification of our Vendor's state licenses, 
W-9's, Insurance etc., to ensure they are in good standing and have 
worker's comp $175 annually - if they are already registered at one 
HOA then that covers all first service HOAs which can mean more 
opportunities for work for our vendors at other properties

3

Key Positions – how they staff those 
roles (Proposal - score is based on 
proposal)

Everyone is adequate 2 Everyone is adequate 2 Everyone is adequate 2

Financial Services Team Structure 
(Interview question - no associated 
score)

Because we are financial management services only the KPA 
team will consist of an accounting team, which will be comprised 
of an account’s payable representative and the assistant 
controller. Full-service communities are assigned a community 
manager.  Rachel Blackwell, Assistant Comptroller – All financial 
(overall financial accounts receivable/payable/reports, etc.). 
Angie Miller, Accounts Receivable – Direct POC for PFX and 
Homeowners (All things HOA assessments-collections-Move-in 
– Move-out)

Angela Weed is the Annadale Division President and manages 
a team of community managers that oversee Sentry managed 
HOA’s and condominiums. Parkfairfax will be assigned an 
association community manager and that manager will have a 
team under them that supports Parkfairfax management, 
Owners, and the Board of Directors (local admin teams, home 
office team (service coordinator)). Parkfairfax will be assigned a 
community manager even though we are financial services only, 
this is due to the size of the property. Scope of work between 
the community manager, our general manager and the Board 
will be negotiated.                                                                  

Trent = POC Operations for us
Jack/Estella = Jack is POC Client Accountability for us (oversees 
accounting) -//-  Estella Oversight and assistance to General Manager 
- works closely with assigned Financial Manager -- Estella works in 
the FAIRFAX office locally -               Their depth of resources is one 
of the things they feel makes them "key" for a partnership with us                                  
Clarity on all parts of service - How they work directly with our GM to 
find ways to bring more value to the relationship - they can help with 
things like HR and standardized forms and systems to make things 
better faster smoother                                Will assign a Financial 
Manager to us - If we don't like them, they will change them out --- 
they have a 97% employee retention rate - so it's likely that when we 
have a resource, we like it will be a long relationship with that same 
Financial Manager.                                                                                
Financial Manager will not be on site every week - but is available by 
phone/text/zoom daily



Customer support  -accessibility / 
responsiveness (Proposal & 
Interview question,  score is based 
on response in proposal)

They did mention in their proposal, but there wasn't allot of 
specifics. This was elaborated on during the interview.                                                                                                                                                                                                           
Financial reports are provided to each client on the date the 
client specifies. 
Financial reports are stored on our website so the Board 
members can review these historic reports anytime they choose.

We normally establish a separate emergency number for each 
Association with customized instructions for the answering 
service. All of our management team
is on call after regular business hours. If your manager is not 
available, the call is handled by the next manager assigned. A 
fact sheet with all pertinent information about each community is 
maintained by each and every manager at KPA. We have 
access to plumbers, electricians, locksmiths, restoration 
specialists, and other contractors 24 hours per day, 7 days per 
week

2 Sentry also has a dedicated customer service line for quick 
solutions to questions about account access, payment issues, 
and more.

Sentry’s multilingual Customer Service Team is available via 
phone, email, or web to help homeowners access their online 
account, understand their current balance, make a payment or 
resolve payment issues, and answer basic association 
questions.

Guaranteed Response Times – Sentry’s service standard is to 
respond to all regular (i.e., nonemergency) inquiries within 24 
business hours. For Board members, we make every effort to 
respond same day.
Response Times - 24 hrs - non-emergency inquiries - for board 
members they make every effort to respond same day
Live view - Board members can access a live view of the 
financial reports in CommunityPro® at any time
Vendor Interaction - Special Software - Setup Fee - Vendor 
Insurance - Bussiness credentials and IRS credentials 
confirmed
Vendor Payments - Level up from $10k who can approve check

2 They provide various executive-level team members in
addition to your designated accountant, and a team of financial and 
management
experts. So it isn’t just one POC.

24/7 availability and mobile access to view and approve to Vendor 
Invoices

Notifications that Invoice are Pending Approval
Response Times - 24/7 availability and mobile access to view and 
approve to Vendor Invoices
Live view - 24/7 availability and mobile access to view and approve to 
Vendor Invoices
Special - Notifications that Invoice are Pending Approval    Instead of 
a call center for homeowner questions they have Jane in New York - 
she will be our unit owners liaison

3

HOA fees payment options 
(Interview question, no associated 
score)

Echeck (bank fee schedule), automatic payments online (bank 
fee schedule), KPA has a direct debit payment option that is 
offered for free. Coupon books can still be made available.

Sentry provides homeowners with six ways to pay. Homeowners 
can pay online by setting up auto-pay, making a one-time online 
payment, or using their own bank's bill pay services. 
Additionally, homeowners can pay by phone, mail a check, or 
make a payment in person in their local office.

Lockbox – Traditional method of receiving and processing a mailed 
check with a 
coupon
 • Direct Debit – Payment method that allows the association to 
automatically 
retrieve payments from a bank account authorized by the homeowner
 • Online Electronic Payment - Service that permits payment by 
electronic check or 
credit card on a one-time or recurring basis
 • Online Bill Pay - Homeowner payments are processed electronically 
through the 
homeowner’s online bill pay service

Reserve Study evaluations and next 
year's budgeting for reserve 
spending? (Interview question, no 
associated score)

Yes, KPA will do those evaluations. 
Yes, absolutely. Sentry will consider the reserve study when 
preparing the annual budget. That evaluation is definitely part of 
the process. 

Yes, they will work with us on evaluations during the budget process.                                                                                   
They do budget prep early - 120days out - they can help with setting 
reserve expenditure dates - will help evaluate property conditions - 
make adjustments when needed.

Reports – Does your system offer the 
ability to customize reports. Who 
would be able to create customized 
reports (pffx staff, board member, 
financial firm staff)? Are there 
additional costs associated with 
creating customized reports? Is there 
a specific reporting technology being 
used to generate reports, what 
formats can the reports be generated 
in (excel, .pdf)? (Inteview question, no 
associated score)

If KPA is creating the customized report and it is complicated, 
they will charge PFFX.          CINC does have a report module 
that can be customized. KPA can customize the labels on our 
reports. That is, porches can be coded as porches and not front 
slabs. 

Reports are somewhat customizable. Sentry was asked, "Can 
the software be configured to have the line-item names on 
reports match PFX naming conventions?  They answered, "Yes, 
this can be done during the initial budget set up".

First Service can customize reports for us.                            Q: Can 
the software be configured to have the line-item names on reports 
match PFX naming conventions?  (porch, stoops, flatwork)
A: Not answered                                                                  Financial 
Transparency - showing where the numbers come from and our 
access to their data = success long-term               Several reports — 
including accounting with a 13month trailing layout showing pass 
expenditures per line month to month - General Ledger reports, etc., 
the Financial Manager will prepare all the reports - the Financial 
Manager will work with the GM ad Board on assessment calculations  

Technology/Software (tools offered 
and ability to customize) (Proposal & 
Interview question,  score is based 
on response in proposal)

CINC, Strongroom, AvidX 3

CommunityPro® - proprietary software

Really like the report formats on the thumb drive proposal pages 
56-60

2

Specific Software not mentioned - But their example reports use 
custom titles for line entries and their migration fee talks about setting 
up accounts - seems to infer - custom to our HOA

One-time on-boarding fee: $2,500
This one-time fee covers the following transition activities and labor:
• Dedicated transition team of associates from corporate accounting, 
client accounting,
executive management, re-sale and collections, who meet weekly to 
ensure a smooth
transition to FirstService Residential.
• Review of all association financial information and related 
documents by senior
accounting associates, including a review of the association’s 
collection policy.
• Review of budget and investment information.
• Initial creation of homeowner accounts in our accounting software, 
including input of
initial ownership information and account balances.
• Conversion of chart of accounts.
• Preparation of general ledger balances.
• Set-up of association bank accounts, with appropriate signature 
authorizations.
• Set-up of association dues, late fees and collection policy.

2

Cyber - Disaster preparedness and 
recovery (Proposal & Interview 
question, score is based on response 
in proposal)

Have cyber insurance.                                                                               
During the interview KPA elaborated with the following 
information. has instituted multi factor authentication (MFA) for 
system access, annual cyber training and testing is conducted 
with all employees. They have a new firewall on their systems, 
backups stored in-house and offsite in the CINC Cloud. KPA 
insures against cyber-attacks.  

1

Cybersecurity and Data Protection Policies – Although 
CommunityPro® is web-based, there are no
strict network requirements for access other than a reliable 
internet connection. In addition, (a) no data
is stored on public servers, (b) audit logs are kept of all access, 
(c) all member and association data is
stored on internal or private cloud servers protected by 
firewalls and virtual private networks (VPNs),
(d) web access to data is accomplished through a secure VPN 
between the public web server and
private Sentry servers and is limited to specific Internet Protocol 
(IP) numbers and port numbers, (e) a
valid login is required to access data through CommunityPro®. 
Logins are limited to what data a user can access based on 
their credentials, whether Sentry personnel or association/Board 
member, (f) passwords are encrypted on private servers so no 
one, including Sentry staff, can obtain a user’s
password, (g) all data sent between the CommunityPro® site 
and the user’s internet browser is encrypted and verified by 
GeoTrust, Inc. Sentry’s Home Office staff includes our in-house 
technical support team headed by a corporate Vice President 
and charged with maintaining, updating and enhancing all 
Sentry hardware and software assets including CommunityPro® 
and related and unrelated software and systems, both in-house 
and off-the-shelf.

2

All data falling within our sphere of responsibility is secured and 
protected on multiple overlapping levels and constantly reviewed, 
evaluated, and upgraded at the local, regional and national levels to 
meet rigorous standards. SSL certificates, firewalls, secure network 
transmissions, authentication and account creation requirements, 
software-based virus and malware applications, and backup and 
recovery. First Service offered to put us in touch with their technology 
department to answe addional questions. 

2

Ransomware attack ins/plans 
(Proposal & Interview question,  
score is based on response in 
proposal)

Not mentioned in proposal, During the committee interview they 
stated, "KPA insures against cyber-attacks". 0

Not mentioned in proposal. During the interview Sentry was 
asked about there ransomeare strategy and stated.  "Extensive 
backup in multiple locations daily. Sentry will email their cyber 
security procedures and will follow-up on their insurance limits". 

0 Not mentioned in proposal. First Service offered to put us in touch 
with their technology department to answe addional questions. 0

Were reference provided (Proposal, 
score is based on proposal)

Yes, extensive. Refernces include our current laywers and 
landscape company. Provide references for all of the 
communities they manage

3 Yes 2 Yes 2



Did they provide a contract 
(Proposal & Interview question)

We normally establish a separate emergency number for each 
Association with customized instructions for the answering 
service. All of our management team

0 A sample contract was not provided as part of the proposal. A 
sample contract specific to Parkfairfax was asked for during the 
interview and provided. 

0 A sample contract was not provided as part of the proposal. A sample 
contract specific to Parkfairfax was asked for during the interview and 
provided. 

0

Misc. Is on call after regular business hours. If your manager is not 
available, the call is handled by the next manager assigned. A 
fact sheet with all pertinent information about each community is 
maintained by each and every manager at KPA. We have 
access to plumbers, electricians, locksmiths, restoration 
specialists, and other contractors 24 hours per day, 7 days per 
week.                         KPA has a local office, employees are a 
mix of in office and remote, they do ensure that the office is 
always staffed. Core hours are 8 am to 5:30 pm Monday – 
Thursday. 8 am to 1 pm on Friday.
Emergencies – do not normally provide emergency services to 
financial only communities. Will provide an emergency cell 
phone number to the GM for extreme emergencies. 

Sentry and KPA has duplicate references Beachtree and 
Torpedo factory.                                                                                      
Q: Is Sentry staff in office or remote?
A: Admins are in the office, Managers are hybrid because they 
do allot of onsite work at the properties they support (3 days in 
office, 2 days on site).
Q: What are your core hours?
A: 8:30 am – 5:00 pm; Monday through Friday.                          
Q: Your proposal is for one year, but it mentions that Sentry 
offers multi-year agreements, can you expound on the 
advantage of multi-year contracts? 
A: Term is what Sentry is interested in. For multi-year 
agreements Sentry may reduce the annual increases and offer 
other incentives based on the terms of the contract. All can be 
negotiated and is dependent on the contract term being met.  
Q: How does Parkfairfax take advantage of the vendor selection 
tool?
A: To use the vender selection tool, the price would be 
negotiated (Time and Materials). 
Sentry utilizes a bid management software tool that provides our 
team members with a platform to create and compare 
professional Requests for Proposal (RFPs) for vendors which, in 
turn, provides board members better information to award 
contracts.                                                                                                
Q: Parkfairfax currently uses Buildium is your software 
compatible with Buildium?
A: Buildium is an industry standard, normally Sentry gets data 
via thumb drives or Cloud links, and the data is either 
transferred or uploaded. 

 Misc.
Really nice transition schedule and checklist - page 35 on thumbdrive. 
we should refer to this info no matter who we choose. There are lots 
of docs.

This team will develop an operating and capital budget and provide an 
initial draft
to the board 90 - 120 days before the end of the fiscal year. 

They also provide Insurance on the properties they manage

We recommend leveraging our
exclusive banking and lending
relationships
By consolidating the bank accounts of its North American clients into 
select top-tier
banking institutions, we have the leverage to eliminate fees on 
operating accounts while
delivering significantly higher interest rates on reserve accounts. We 
want additional software information                Q: Parkfairfax currently 
uses Buildium is your software compatible with Buildium?
A: They can work on importing maintenance costs into their system so 
that Owners can pay those invoices through FS software                                                                                  
Q: Have you done a data migration from CINC to your software 
product?
A: It is not actually a migration, the software systems do not connect. 
They take their ending balances and those will become FS starting 
balances. Most of this is done by .pdf     Q: Your proposal is for one 
year, are there any benefits to Parkfairfax to have a multi-year 
contract?                                60 days for transition

They will set up several separate events so that homeowners can 
come to the office to get help setting up their accounts for HOA 
payments

They feel they have a good cadence between their staff and its 
responsiveness to PFX - we can contact anyone in upper 
management independently — especially if we aren't getting the 
service or answers we need

HQ Location Falls Church, Virginia
Florida (Home Office), local offices in Annandale 
and Leesburg. ParkFairfax would be managed out of Sentry’s 
Annandale office. 

Reports Balance Sheet Balance Sheet Monthly Balance Sheet
Reports Income Statement Revenue Report
Reports Expense Report

Reports Transaction Register

Reports Bank Account Register Check Register

Reports Accounts Receivable/ Delinquency Report Monthly Income Statement / Delinquency Report

Reports Payables Aging Report Accounts Payable Report Monthly Paid Invoice Report or Check history report

Reports Purchase Journal

Reports  General Ledger Monthly General Ledger
Reports  Monthly Pre-paid Report

Reports Bank Account Reconcillation Monthly Bank Reconcillation

Reports Monthly Operating Account Statement Monthly Bank Statements

Conodominum Cash Position

Monthly Investment Statement

General Ledger Trial Balance

Budgeting Draft Annual Budgets using zero based budgeting Prepare Capital Budget 90-120 days before end of FY

Reserve Planning Ensure compliance with State law - Will physically inspect 
assets prior to annual budgeting process and recommend 
adjustments to reserve expenditures if appropriate

Annually review reserve study recommeded funding coordinate on 
investing reserve funding

Collections Process according to governing documents - turn to legal - 
provide legal documentation for legal action

Process according to governing documents

Tax Prep Sentry will liaise with Association's Accounting firm and 
providefinancial info. Assoc Tax returns and audits prepared 
by independent third party CPA firms

HOA Payment Options See response above Check by mail Lockbox - Mailed check with coupon
HOA Payment Options See response above Third party check Online bill pay (by homeowner's bill pay service)

HOA Payment Options See response above ACH Account draft Direct debit on bank account
HOA Payment Options See response above Credit card (extra fee) pay by credit card one time or on a recurring basis
HOA Payment Options See response above Debit card (extra fee)

HOA Payment Options See response above Payment by phone (extra fee)
Delinquency Process As set in governing docs notifys owners - refers to legal as 

appropriate
If invoices are not paid in 30 days late notices are sent

Special Banking agreements - use their banks pay less fee get higher 
interest rates - Lending opportunities

Assist board with securing insurance that will be a minimum of an 
amount equal to 3 months collections plus the total of all reserve 
funds, or as required by FNMA or the governing documents, 
whichever is greater

OPTION ??? Vendor Coordination – Sentry Management has well-
established process to assist with vendor selection, assigned 
tasks, and payments. Sentry utilizes a bid management 
software tool that provides our team members with a 
platform to create and compare professional Requests for 
Proposal (RFPs) for vendors which, in turn, provides board 
members better information to award contracts. Sentry also 
tracks vendor insurance and approves vendor invoices and 
payments in CommunityPro® for a streamlined process from 
start to finish. (NOTE: This Promise applies more to full-
service management clients

Reference to the segregation of duties on the program -- No 
one person does many parts of the service - cutting down on 
potential misconduct/fraud or lack of responsiveness

Reference to the segregation of duties on the program -- No one 
person does many parts of the service - cutting down on potential 
misconduct/fraud or lack of responsiveness
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