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         Agenda Item No. 6  
 
Audit Committee – 13 July 2011      
            
No or Limited Assurance Internal Audit Reports 
 
Summary of report:  
 
This report presents those audit reports provided with a ‘limited’ assurance opinion, 
which were selected by Audit Committee at their 12 April 2011 meeting, for detailed 
scrutiny at this special meeting.  
 
Background papers:  
 
Internal audit reports/files/working papers.   
 

Recommendation:  

1. To scrutinise the contents of the reports and obtain assurances from relevant 
managers that actions within the action plan of this report have been 
implemented; and that improvements have been delivered.  

 

 
 
Rebecca Neill – Head of Internal Audit  
4 July 2011 
 
Audit Assurance Opinion Ratings 
 
Internal audit has the following  standard assurance opinion ratings as follows: 
  

• FULL ASSURANCE - Full assurance that the system of internal control is 
designed to meet the organisation’s objectives and controls are consistently 
applied in all the areas reviewed. 

• SIGNIFICANT ASSURANCE - Significant assurance that there is a generally 
sound system of control designed to meet the organisation’s objectives. 
However, some weakness in the design or inconsistent application of controls put 
the achievement of particular objectives at risk.   

• LIMITED ASSURANCE - Limited assurance as weaknesses in the design or 
inconsistent application of controls put the achievement of the organisation’s 
objectives at risk in the areas reviewed.  

• NO ASSURANCE - No assurance as weaknesses in control, or consistent non 
compliance with key controls, [could result / have resulted] in failure to achieve 
the organisation’s objectives in the areas reviewed.  
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Audit Committee – 12 April 2011 
 
The following reports were presented to Audit Committee on 12 April 2011, which had 
been finalised between 4 November 2010 and 8 March 2011 with a ‘limited’ assurance 
rating: 

• Transition and Leaving Care 
• CCTV / Surveillance 
• Social Care & Inclusion Transport Services 
• Broadway North Centre 
• Home Care Establishment 
• Lower Farm JMI Admin Block Final Account 

 
At their meeting of 12 April 2011, Audit Committee resolved that a special meeting of 
the Audit Committee be arranged to scrutinise the following reports in detail:  
 

• Transition and Leaving Care  
• CCTV / Surveillance  
• Home Care Establishment 

 
These reports are detailed within the attached appendices and will be subject to 
detailed scrutiny in this, the 13 July 2011 meeting (appendices 1-3). 
 
Resource and legal considerations: 
 
The cost of providing internal audit is charged to services based on audit activity. The 
audits detailed within this report were included within the annual risk assessed audit 
programme which is approved before the start of the respective financial year.   
 
Citizen impact: 
 
Report scrutiny assists in demonstrating that the council and its officers are protected 
and provides an assurance to stakeholders about the security of the council’s 
operations.  
 
Performance and risk management issues:  
 
Many Audit Committee activities are an important and integral part of the council’s 
performance/risk management and corporate governance frameworks. In reviewing 
specific reports which have been awarded no or limited assurance for detailed scrutiny, 
the committee is able to ensure that operational and control issues are being dealt with 
appropriately and that managers’ agreed actions are being implemented. The 
committee can seek explanation from managers failing to progress agreed actions.      
 
Equality Implications:     
 
None arising from this report. 
 
Consultation: 
 
The annual audit work programme was discussed with relevant senior managers before 
the start of the year. Following completion of each audit review, the auditee’s agreement 
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to implement the agreed actions was sought before issuing the final report. Shortly 
afterwards, the relevant manager is asked to formally confirm that the agreed actions 
have been implemented.  
 
Author: 
 
Rebecca Neill 
Head of Internal Audit 
( 01922 652831 
* neillr@walsall.gov.uk 
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 EXECUTIVE SUMMARY 
 

A. Introduction 
 
1. An audit review of transition and leaving care was undertaken as part of the 

annual audit plan.  Transition and leaving care provide support to children 
aged between 16-21; and up to the age of 24 if in a planned programme of 
education, who have been in care including: 

  

• housing, advice and assistance; 

• help to young people who want to return to education; 

• support in finding employment and training; 

• encouragement to participate in leisure activities and living a healthy 
lifestyle; and 

• advice on accessing specialist groups, including mental health, drug and 
alcohol dependency support.  

 
2. The objectives of the audit were to assess the adequacy of controls governing 

financial and management arrangements, to assess the implementation of 
previously agreed audit report actions and to seek assurance that: 

 

• adequate planning, service strategies and customer consultation are in 
place; 

• service performance is monitored and managed;  

• the service operates within the corporate performance management 
framework, including: 

 
o workforce planning o risk management 
o IPM o communications 
o equalities o sickness management 
o procurement  o health & safety 
o budgetary control o information governance 
o business continuity  

 

• joint working with partners and other council services is effective; 

• procurement is adequately controlled and in accordance with the 
authority’s financial and contract rules; 

• income, including grant income, is properly accounted for. 

• key controls are in place to guard against fraud and irregularity; 

• the provision for the service is in accordance with qualification guidelines; 

• pathway / personal education plans are appropriately managed; 

• all claims and payments are made in accordance with the council’s 
financial and contract rules and any statutory/official guidelines; and 

• the care leavers’ bank account is appropriately managed and regularly 
reconciled 
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3. The scope of the audit is as set out on the contents’ page.  An overall opinion, 
points of good practice and an improvement action plan for each of the areas 
audited are attached.  Actions for improvement, in general, are prioritised as 
high (***), medium (**) or low (*). 

 
4. Within a short period of issuing the final audit report, the head of service will 

be contacted to formally confirm that the action plan has been implemented as 
agreed. Managers should be aware that a formal response will be required in 
all cases and that details of these responses will be included within the 
internal audit quarterly monitoring report to the Audit Committee. 

 
5. Under the Council’s corporate governance arrangements, the outcomes of 

audits are reported routinely to the Audit Committee. This includes providing 
an overall report opinion and details of agreed actions successfully 
implemented. 

 
6. The committee has expressed concern with a failure, in a number of 

instances, to implement agreed actions.  The committee will seek explanation 
from executive and assistant directors failing to ensure that appropriate action 
is taken. 

 
7. All audit reviews undertaken include checks that previously agreed actions 

have been implemented. Due to the disappointing level of overall achievement 
in this area, executive directors have asked for regular updates on all internal 
audit reviews undertaken together with details of actions agreed and actually 
implemented. This is included as a standing item for discussion at all 
directorate management team meetings. 
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B. Overall Audit Opinion 
 
1. Internal audit is able to give a limited assurance opinion on the system of 

internal control operating within transition and leaving care as described 
below: 

 
  

 Overall Audit Opinion 

 Full assurance Full assurance that the system of internal control is 
designed to meet the organisation’s objectives and 
controls are consistently applied in all the areas 
reviewed. 

  

 Significant 
assurance 

Significant assurance that there is a generally sound 
system of control designed to meet the organisation’s 
objectives. However, some weakness in the design or 
inconsistent application of controls put the 
achievement of particular objectives at risk.   
 

���� Limited 

assurance 

Limited assurance as weaknesses in the design 

or inconsistent application of controls put the 

achievement of the organisation’s objectives at 

risk in the areas reviewed.  

 

 No assurance No assurance as weaknesses in control, or 
consistent non compliance with key controls, [could 
result / have resulted] in failure to achieve the 
organisation’s objectives in the areas reviewed.  
 

 
2. Some good practices were noted during the audit, including;  

• the corporate parenting strategy which is reviewed on a quarterly basis; 

• joint working with a number of organisations, including; Walsall College, 
Walsall Adult & Community College, Links to Work and complimentary 
therapists; and 

• quarterly national indicator data being collated and reported to the 
performance board. 

 
3. A number of areas for improvement have, however, been identified, including: 

• the tightening of controls surrounding cash handling and banking 
processes; 

• ensuring receipts are available to support allowances paid;  

• the completion of a business continuity plan; 

• ensuring young person’s files are kept up to date;  

• ensuring an adequate segregation of duties is maintained; and 

• pathway plan reviews are undertaken in line with agreed timescales. 
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4. The prompt implementation of actions contained within this audit report will 
further assist in enhancing procedures undertaken.  
 

5. The 15 agreed actions which remain applicable from the 2005/06 planned 
audit were confirmed as implemented by the service manager on 20 
November 2006.  Of these, 6 had been fully implemented at the time of this 
audit. The 9 unimplemented, or partially implemented actions have been 
reiterated in this report, marked (*) in the action plan. 

 
6. The 27 agreed actions which remain applicable from the 2008/09 special 

investigation audit were confirmed as implemented by the service manager on 
19 August 2009.  Of these, 14 had been fully implemented at the time of this 
audit. The 13 unimplemented, or partially implemented actions have been 
reiterated in this report, marked (*) in the action plan. 

 
7. Most actions within the report were considered to be of a high priority. 

 

C. Summary of Findings 
 

 Full 

Assurance 

Significant 

Assurance 

Limited 

Assurance 

No 

Assurance 

Planning, Service 
Strategies and 
Consultation 

 �    

Service 
Performance 

 �    

Corporate 
Performance 
Management 

  �   

Joint Working  �    

Procurement   �   

Anti-Fraud and 
Irregularity 

  �   

Entitlement to 
Service Provision 

  �   

Pathway Plans   �   

Financial 
Assistance 

  �   

Care Leavers’ Bank 
Account 

  �   

Setting up Home 
Grant 

  �   
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 EXECUTIVE SUMMARY 
 
A. Introduction 
 
1. An audit review of the surveillance unit (CCTV and surveillance) was 

undertaken as part of the annual audit plan.  The surveillance unit is part of the 
Safer Walsall Partnership. 

 
2. The objectives of the audit were to assess the adequacy of controls governing 

financial and management arrangements, to assess the implementation of 
previously agreed audit report actions (*) and to seek assurance that: 

 

• adequate planning, service strategies and customer consultation are in 
place; 

• service performance is monitored and managed; 

• the service operates within the corporate performance management 
framework, including: 

 

o workforce planning o risk management 
o IPM o communications 
o equalities o sickness management 
o procurement  o health & safety 
o budgetary control o information governance 
o business continuity  
 

• joint working with partners and other council services is effective; 

• procurement is adequately controlled and in accordance with the 
authority’s financial and contract rules;  

• income, including grants and that from fees and charges, is appropriately 
accounted for and recovered; 

• staffing, including time recording, is appropriately administered; and 

• key controls are in place to guard against fraud and irregularity. 
 
3. The scope of the audit is as set out on the contents’ page.  An overall opinion, 

points of good practice and an improvement action plan for each of the areas 
audited are attached.  Actions for improvement, in general, are prioritised as 
high (***), medium (**) or low (*). 

 
4. Within a short period of issuing the final audit report, the head of service will be 

contacted to formally confirm that the action plan has been implemented as 
agreed. Managers should be aware that a formal response will be required in 
all cases and that details of these responses will be included within the internal 
audit quarterly monitoring report to the Audit Committee. 

 
5. Under the Council’s corporate governance arrangements, the outcomes of 

audits are reported routinely to the Audit Committee. This includes providing 
an overall report opinion and details of agreed actions successfully 
implemented. 
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6. The committee has expressed concern with a failure, in a number of instances, 
to implement agreed actions.  The committee will seek explanation from 
executive and assistant directors failing to ensure that appropriate action is 
taken. 

 
7. All audit reviews undertaken include checks that previously agreed actions 

have been implemented. Due to the disappointing level of overall achievement 
in this area, executive directors have asked for regular updates on all internal 
audit reviews undertaken together with details of actions agreed and actually 
implemented. This is included as a standing item for discussion at all 
directorate management team meetings. 

 
 
B. Overall Audit Opinion 
 
1. Internal audit is able to give a limited assurance opinion on the system of 

internal control operating within the surveillance unit, as described below: 
 

 Overall Audit Opinion 

 Full assurance Full assurance that the system of internal control is 
designed to meet the organisation’s objectives and 
controls are consistently applied in all the areas 
reviewed. 
  

 Significant 
assurance 

Significant assurance that there is a generally sound 
system of control designed to meet the organisation’s 
objectives. However, some weakness in the design or 
inconsistent application of controls put the 
achievement of particular objectives at risk.   
 

���� Limited 
assurance 

Limited assurance as weaknesses in the design 
or inconsistent application of controls put the 
achievement of the organisation’s objectives at 
risk in the areas reviewed.  
 

 No assurance No assurance as weaknesses in control, or consistent 
non compliance with key controls, [could result / have 
resulted] in failure to achieve the organisation’s 
objectives in the areas reviewed.  
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2. Most areas reviewed required significant improvement. Controls regarding 
service performance and the service’s adherence to corporate policies and 
procedures, joint working, procurement, income; and anti fraud and corruption 
measures all require attention. The prompt implementation of actions contained 
within the action plan, together with the commitment of the new management 
structure will assist in restoring the control environment.  

 
3.  The 11 agreed actions which remain applicable from the last audit were 

confirmed as implemented by the resilience manager on 20 April 2010.  Of 
these, 5 had been fully implemented at the time of this audit. The 6 
unimplemented, or partially implemented, actions have been marked with an 
asterisk (*). 

 
4. Most actions within the action plan are considered to be high priority.  
 
 

C. Summary of Findings 
 
 Full 

Assurance 
Significant 
Assurance 

Limited 
Assurance 

No 
Assurance 

Planning, service 
strategies and customer 
consultation 

 �   

Service performance   �  

Performance 
Management 

  �  

Joint Working   �  

Procurement    �  

Income    �  

Anti-Fraud and 
Irregularity 

  �  
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help and co-operation during the audit, particularly for making records available 
and providing suitable accommodation for the auditor. 

 
 
 

 



C
C
T
V
 /
 S
U
R
V
E
IL
L
A
N
C
E
 

A
U
D
IT
 O
P
IN
IO
N
 &
 A
C
T
IO
N
 P
L
A
N
  

 

 
4
 

1
. 

P
la
n
n
in
g
, 
S
e
rv
ic
e
 S
tr
a
te
g
ie
s
 a
n
d
 C
u
s
to
m
e
r 
C
o
n
s
u
lt
a
ti
o
n
 

 A
U
D
IT
 O
P
IN
IO
N
 

S
ig
n
if
ic
a
n
t 
a
s
s
u
ra
n
c
e
 c
a
n
 b
e
 g
iv
e
n
 t
h
a
t 
c
o
n
tr
o
ls
 a
re
 i
n
 p
la
c
e
 t
o
 m

e
e
t 
o
b
je
c
ti
v
e
s
 i
n
 t
h
is
 a
re
a
 

G
o
o
d
 p

ra
c
ti
c
e
 i
n
c
lu

d
e
s
: 

 

•
 

S
e
rv

ic
e
 a

im
s
 h

a
v
e
 b

e
e
n
 c

o
n
v
e
rt

e
d
 i
n
to

 m
a
n
a
g

e
m

e
n
t 

a
c
ti
o
n
 p

la
n
s
 v

ia
 

s
u
p
p
le

m
e
n
ta

ry
 a

c
ti
o
n
 p

la
n
s
 w

h
ic

h
 a

re
 m

o
n
it
o
re

d
 o

n
 a

 q
u
a
rt

e
rl
y
 b

a
s
is

. 

•
 

T
h
e
 r

e
s
ili

e
n
c
e
 m

a
n
a
g

e
r 

is
 i
n
 t

h
e
 p

ro
c
e
s
s
 o

f 
p
ro

d
u
c
in

g
 a

n
 o

p
ti
o
n
s
 

a
p
p
ra

is
a
l 
fo

r 
th

e
 h

e
a
d
 o

f 
p
u
b
lic

 s
a
fe

ty
 t

o
 c

o
n
s
id

e
r 

th
e
 o

p
ti
o
n
s
 f
o
r 

p
ro

v
id

in
g

 t
h
e
 s

e
rv

ic
e
 i
n
 t
h
e
 f

u
tu

re
. 

•
 

E
x
a
m

in
a
ti
o
n
 o

f 
a
 s

a
m

p
le

 o
f 

3
 a

c
ti
o
n
s
 f
ro

m
 t
h
e
 s

u
rv

e
ill

a
n
c
e
 u

n
it
’s

 
a
c
ti
o
n
 p

la
n
s
 i
n
d
ic

a
te

d
 t

h
a
t 
th

e
 s

e
rv

ic
e
 a

c
ti
o
n
s
 a

re
 S

M
A

R
T

. 

 A
C
T
IO
N
 P
L
A
N
 

R
e
f 

P
ri
o
ri
ty
 
F
in
d
in
g
 

R
is
k
 E
x
p
o
s
u
re
 

 
A
g
re
e
d
 A
c
ti
o
n
 

R
e
s
p
o
n
s
ib
il
it
y
 &
 

T
im

e
s
c
a
le
 

1
.1

 
* 

C
C

T
V

 a
n
d
 s

u
rv

e
ill

a
n
c
e
 s

e
rv

ic
e
s
 a

re
 i
n
c
lu

d
e
d
 a

s
 

th
e
 s

u
rv

e
ill

a
n
c
e
 u

n
it
 w

it
h
in

 t
h
e
 p

u
b
lic

 s
a
fe

ty
 

s
e
rv

ic
e
 p

la
n
 2

0
0
9
/1

1
 (

re
v
is

e
d
 O

c
to

b
e
r 

2
0
0
9
),

 
w

h
ic

h
 f

o
llo

w
s
 t

h
e
 c

o
rp

o
ra

te
 t
e
m

p
la

te
. 
 S

e
rv

ic
e
 

a
im

s
 h

a
v
e
 b

e
e
n
 c

o
n
v
e
rt

e
d
 i
n
 t

o
 m

a
n
a
g
e
m

e
n
t 

a
c
ti
o
n
 p

la
n
s
 v

ia
 t

h
e
 s

u
p
p
le

m
e
n
ta

ry
 a

c
ti
o
n
 p

la
n
s
, 

b
u
t 
th

e
y
 s

ti
ll 

s
h
o
w

 t
h
e
 e

x
-i
n
te

ri
m

 s
u
rv

e
ill

a
n
c
e
 u

n
it
 

m
a
n
a
g

e
r 

a
s
 t
h
e
 r

e
s
p
o
n
s
ib

le
 o

ff
ic

e
r.

  
 

 

A
c
ti
o
n
s
 a

re
 n

o
t 

a
s
s
ig

n
e
d
 t

o
 a

 c
u
rr

e
n
t 

re
s
p
o
n
s
ib

le
 o

ff
ic

e
r.

 

 A
c
ti
o
n
s
 m

a
y
 n

o
t 

b
e
 

m
o
n
it
o
re

d
 o

r 
im

p
le

m
e
n
te

d
. 

T
h
e
 r

e
s
p
o
n
s
ib

le
 o

ff
ic

e
r 

d
e
ta

ils
 o

n
 t
h
e
 

s
u
rv

e
ill

a
n
c
e
 u

n
it
 a

c
ti
o
n
 p

la
n
s
 h

a
v
e
 

n
o
w

 b
e
e
n
 u

p
d
a
te

d
 t
o
 i
n
c
lu

d
e
 t

h
e
 

c
u
rr

e
n
t 
re

s
p
o
n
s
ib

le
 p

o
s
t 
h
o
ld

e
r.

  

R
e
s
ili

e
n
c
e
 

m
a
n
a
g

e
r 

 Im
p
le

m
e
n
te

d
 

 



C
C
T
V
 /
 S
U
R
V
E
IL
L
A
N
C
E
 

A
U
D
IT
 O
P
IN
IO
N
 &
 A
C
T
IO
N
 P
L
A
N
  

 

 
5
 

2
. 

S
e
rv
ic
e
 P
e
rf
o
rm

a
n
c
e
 

 A
U
D
IT
 O
P
IN
IO
N
 

L
im

it
e
d
 a
s
s
u
ra
n
c
e
 c
a
n
 b
e
 g
iv
e
n
 t
h
a
t 
c
o
n
tr
o
ls
 a
re
 i
n
 p
la
c
e
 t
o
 m

e
e
t 
o
b
je
c
ti
v
e
s
 i
n
 t
h
is
 a
re
a
 

G
o
o
d
 p

ra
c
ti
c
e
 i
n
c
lu

d
e
s
: 

 

•
 

C
C

T
V

 o
p
e
ra

ti
v
e
s
 w

o
rk

 c
lo

s
e
ly

 w
it
h
 t

h
e
 p

o
lic

e
 t
o
 a

s
s
is

t 
in

 a
c
h
ie

v
in

g
 

p
e
rf

o
rm

a
n
c
e
 i
n
d
ic

a
to

r 
ta

rg
e
ts

 r
e
g

a
rd

in
g

 a
n
ti
-s

o
c
ia

l 
b
e
h
a
v
io

u
r.

 

 

 A
C
T
IO
N
 P
L
A
N
 

R
e
f 

P
ri
o
ri
ty
 

F
in
d
in
g
 

R
is
k
 E
x
p
o
s
u
re
 

A
g
re
e
d
 A
c
ti
o
n
 

R
e
s
p
o
n
s
ib
il
it
y
 &
 

T
im

e
s
c
a
le
 

2
.1

 
**

* 
T

h
e
 c

u
s
to

m
e
r 

e
x
p
e
ri
e
n
c
e
 a

c
ti
o
n
 p

la
n
 c

o
n
ta

in
s
 a

 
ta

rg
e
t 
to
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re

s
p
o
n
d
 t
o
 c

o
m

p
la

in
ts

 a
b
o
u
t 
th

e
 C

C
T

V
 

s
e
rv

ic
e
 w

it
h
in

 5
 w

o
rk

in
g

 d
a
y
s
 i
n
 w

ri
ti
n
g

’.
  

H
o
w

e
v
e

r,
 

th
e
 r

e
s
ili

e
n
c
e
 m

a
n
a
g

e
r 

c
o
n
fi
rm

e
d
 t

h
a
t 
th

e
re

 a
re

 
c
u
rr

e
n
tl
y
 n

o
 p

ro
c
e
d
u
re

s
 i
n
 p

la
c
e
 d

o
c
u
m

e
n
ti
n
g
 h

o
w

 
to

 r
e
s
p
o
n
d
 a

n
d
 m

a
n
a
g

e
 c

o
m

p
la

in
ts

. 
  

 

In
 t
h
e
 e

v
e
n
t 

o
f 
k
e
y
 

s
ta

ff
 a

b
s
e
n
c
e
, 
o
th

e
r 

s
ta

ff
 m

a
y
 n

o
t 
b
e
 

a
w

a
re

 o
f 

th
e
 

p
ro

c
e
d
u
re

 f
o
r 

m
a
n
a
g

in
g
 c

o
m

p
la

in
ts

. 
 

 T
h
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 c
o
u
ld

 a
d
v
e
rs

e
ly

 
a
ff

e
c
t 

p
e
rf

o
rm

a
n
c
e
 

ta
rg

e
ts

 i
n
 t
h
is

 a
re

a
. 
 

P
ro

c
e
d
u
re

s
 f

o
r 

th
e
 m

a
n
a
g

e
m

e
n
t 
o
f 

c
o
m

p
la

in
ts

 h
a
v
e
 n

o
w

 b
e
e
n
 d

o
c
u
m

e
n
te

d
 

a
n
d
 i
s
s
u
e
d
 t
o
 k

e
y
 s

ta
ff

. 
 T

h
e
 n

e
w

 p
ro

c
e
d
u
re

 f
o
llo

w
s
 c

o
rp

o
ra

te
 

g
u
id

a
n
c
e
 w

h
e
re

b
y
 c

o
m

p
la

in
ts

 a
re

 
s
u
b
m

it
te

d
 t
o
 t
h
e
 “

T
e
ll 

U
s
” 

d
a
ta

b
a
s
e
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T

h
e
re

 i
s
 n

o
 f

o
rm

a
l 
p
ro

c
e
s
s
 f

o
r 

re
c
o
rd

in
g
 c

u
s
to

m
e
r 

fe
e
d
b
a
c
k
. 
  

 T
h
e
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x
-i
n
te

ri
m

 s
u
rv

e
ill

a
n

c
e
 u

n
it
 m

a
n
a
g

e
r 

a
d
v
is

e
d
 

th
e
 a

u
d
it
o
r 

th
a
t 
h
e
 d

id
 g

e
t 

o
c
c
a
s
io

n
a
l 
a
d
-h

o
c
 

a
d
v
e
rs

e
 f

e
e
d
b
a
c
k
 o

n
 i
n
s
ta

lla
ti
o
n
s
 p

e
rf

o
rm

e
d
 b

y
 

s
u
rv

e
ill

a
n
c
e
 o

ff
ic

e
rs

 b
u
t 
th

is
 w

a
s
 l
a
rg

e
ly

 d
u
e
 t

o
 t
h
e
 

q
u
a
lit

y
 o

f 
th

e
 e

q
u
ip

m
e
n
t 
b
e
in

g
 i
n
s
ta

lle
d
. 
 

 

A
d
v
e
rs

e
 p

e
rf

o
rm

a
n
c
e
 

is
 n

o
t 

p
ro

m
p
tl
y
 

id
e
n
ti
fi
e
d
 a

n
d
 

c
o
rr

e
c
ti
v
e
 a

c
ti
o
n
 

ta
k
e
n
. 

T
h
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 c
o
u
ld

 l
e
a
d
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o
 

p
o
o
r 

v
a
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e
 f

o
r 

m
o
n
e
y
 

a
n
d
 u

lt
im

a
te

ly
 s

e
rv

ic
e
 

fa
ilu

re
. 

A
 s

y
s
te

m
 i
s
 n

o
w

 i
n
 p

la
c
e
 t

o
 m

a
in

ta
in
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n
d
 

m
o
n
it
o
r 

c
u
s
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m
e
r 

fe
e
d
b
a
c
k
. 
 A

ll 
a
c
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v
it
ie
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ti
n
g
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o
 n

e
w

 p
ri
v
a
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n
s
ta
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ti
o
n
s
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h
o
w

e
v
e
r,

 h
a
v
e
 n

o
w

 c
e
a
s
e
d
. 
 T

h
e
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n
ly

 
w

o
rk

s
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g
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e
rf

o
rm

e
d
 a
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 t
o
 r

e
p
a
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p
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v
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u
s
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n
s
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ti
o
n
s
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h
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h
 a
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 s
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ll 

w
it
h
in
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h
e
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 w

a
rr

a
n
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 p
e
ri
o
d
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h
e
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u
rv
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n
c
e
 u

n
it
 n

o
w
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n
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 p
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v
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o
m

m
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s
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n
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g
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rv
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 f
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r 
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n
s
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o
 

c
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u
n
c
il 
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n
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 f
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h
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h
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c
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T

h
e
 r

e
s
ili

e
n
c
e
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a
n
a
g

e
r,

 w
h
o
 t

o
o
k
 o

v
e
r 

re
s
p
o
n
s
ib

ili
ty

 f
o
r 

th
e
 s

u
rv

e
ill

a
n
c
e
 u

n
it
 i
n
 A

p
ri
l 
2

0
1
0
, 

a
d
v
is

e
d
 t

h
e
 a

u
d
it
o
r 

th
a
t 
h
e
 h

a
s
 r

e
c
e
iv

e
d
 

c
o
m

p
la

in
ts

 f
ro

m
 c

u
s
to

m
e
rs

 r
e
g

a
rd

in
g

 t
h
e
 q

u
a
lit

y
 o

f 
w

o
rk

m
a
n
s
h
ip

 o
n
 c

a
m

e
ra

 i
n
s
ta

lla
ti
o
n
s
. 
 

 O
n
e
 s

u
c
h
 a

n
 e

x
a
m

p
le

 w
a
s
 i
n
s
ta

lla
ti
o
n
s
 u

n
d
e
rt

a
k
e
n
 

b
y
 t

h
e
 s

e
rv

ic
e
 a

t 
th

e
 C

e
n
tr

o
 b

u
s
 s

h
e
lt
e
r.

  

A
d
v
e
rs

e
 p

e
rf

o
rm

a
n
c
e
 

is
 n

o
t 

p
ro

m
p
tl
y
 

id
e
n
ti
fi
e
d
 a

n
d
 

c
o
rr

e
c
ti
v
e
 a

c
ti
o
n
 

ta
k
e
n
. 

T
h
is

 c
o
u
ld

 l
e
a
d
 t

o
 

p
o
o
r 

v
a
lu

e
 f

o
r 

m
o
n
e
y
 

a
n
d
 u

lt
im

a
te

ly
 s

e
rv

ic
e
 

fa
ilu

re
. 

 P
o
te

n
ti
a
l 
fo

r 
a
c
ti
o
n
 t
o
 

b
e
 t

a
k
e
n
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g
a
in

s
t 
th

e
 

c
o
u
n
c
il 

fo
r 

p
o
o
r 

q
u
a
lit

y
 w

o
rk

. 

P
o
o
r 

w
o
rk

m
a
n
s
h
ip

 m
a
tt

e
rs

 a
re

 n
o
w

 
a
d
d
re

s
s
e
d
 a

s
 a

n
d
 w

h
e
n
 c

o
m

p
la

in
ts

 
c
o
m

e
 i
n
. 
 S

u
c
h
 r

e
c
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c
a
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o
n
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e
a
s
u
re

s
 

a
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 n
o
w

 r
e
q

u
ir
e
d
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 h

o
n
o
u
re

d
 u

p
 u

n
ti
l 
a
 

re
a
s
o
n
a
b
le

 1
2
 m

o
n
th
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a
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a
n
ty

 p
e
ri
o
d
 

e
x
p
ir
e
s
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s
 a

 g
e
s
tu

re
 o

f 
g
o
o
d
w

ill
. 
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 c
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n
s
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q

u
e
n
c
e
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e
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 b
e
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g
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o
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d
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n
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A

 r
e
v
ie

w
 o

f 
IP

M
 r

e
c
o
rd

s
 i
d
e
n
ti
fi
e
d
 t

h
a
t 
IP

M
s
 w

e
re

 
la

s
t 

p
e
rf

o
rm

e
d
 f

o
r 

s
ta

ff
 i
n
 2

0
0
9
. 
 P

ri
o
r 

to
 t
h
is

 I
P

M
s
 

h
a
d
 n

o
t 
ta

k
e
n
 p

la
c
e
 f
o
r 

s
e
v
e
ra

l 
y
e
a
rs

. 
 It
 w

a
s
 a

ls
o
 i
d
e
n
ti
fi
e
d
 t
h
a
t 
w

h
e
re

 I
P

M
’s

 h
a
d
 t

a
k
e
n
 

p
la

c
e
: 

•
 

tr
a
in

in
g
 i
s
s
u
e
s
 i
d
e
n
ti
fi
e
d
 h

a
d
 n

o
t 
b
e
e
n
 

p
u
rs

u
e
d
 d

u
e
 t

o
 a

 l
a
c
k
 o

f 
b
u
d
g

e
t;
 

•
 

IP
M

s
 e

x
a
m

in
e
d
 d

id
 n

o
t 
fo

llo
w

 t
h
e
 c

o
rp

o
ra

te
 

te
m

p
la

te
. 
 

  

L
a
c
k
 o

f 
a
d
h
e
re

n
c
e
 t
o
 

th
e
 c

o
rp

o
ra

te
 

p
ro

c
e
d
u
re

. 
 

 S
ta

ff
 r

e
s
o
u
rc

e
s
 

in
c
lu

d
in

g
 t
ra

in
in

g
 a

n
d
 

d
e
v
e
lo

p
m

e
n
t 

a
re

 n
o
t 

p
la

n
n
e
d
 t

o
 h

e
lp

 m
e
e
t 

k
e
y
 s

e
rv

ic
e
 o

b
je

c
ti
v
e
s
 

a
n
d
 d

e
m

a
n
d
s
. 

 S
ta

ff
 o

u
tp

u
t 
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in

e
ff

e
c
ti
v
e
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n
 m

e
e
ti
n
g

 
k
e
y
 s

e
rv

ic
e
 a

im
s
 

b
e
c
a
u
s
e
 t

h
e
y
 a

re
 

u
n
c
le

a
r 

o
n
 t
h
e
ir
 

c
o
n
tr

ib
u
ti
o
n
 t

o
 s

e
rv

ic
e
 

a
im

s
 a

n
d
 t

h
e
ir
 

p
e
rf

o
rm

a
n
c
e
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s
 n

o
t 

re
g

u
la

rl
y
 r

e
v
ie

w
e
d
. 

E
m

p
lo

y
e
e
 p

e
rf

o
rm

a
n
c
e
 a

s
s
e
s
s
m

e
n
ts

 
(E

P
A

) 
a
re

 n
o
w

 p
e
rf

o
rm

e
d
 f

o
r 

a
ll 

o
ff

ic
e
rs

 
to

 e
n
s
u
re

 t
h
a
t 
tr

a
in

in
g
, 

d
e
v
e
lo

p
m

e
n
t 

a
n
d
 p

e
rf

o
rm

a
n
c
e
 i
s
s
u
e
s
 a

re
 i
d
e
n
ti
fi
e
d
, 

d
is

c
u
s
s
e
d
 a

n
d
 a

c
te

d
 u

p
o
n
. 
 

 T
h
e
 s

ta
n
d
a
rd

is
e
d
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P
A

 f
o
rm

s
 a

re
 u

s
e
d
. 

 T
h
e
 r

e
s
ili

e
n
c
e
 m

a
n
a
g

e
r,

 s
e
n
io

r 
re

s
ili

e
n
c
e
 a

n
d
 s

u
rv

e
ill

a
n

c
e
 o

ff
ic

e
rs

 
a
tt

e
n
d
e
d
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P
A

 t
ra

in
in

g
 o

n
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 O
c
to

b
e
r 

2
0
1
0
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T

h
e
 e

x
-i
n
te

ri
m

 s
u
rv

e
ill

a
n

c
e
 u

n
it
 m

a
n
a
g

e
r 

a
d
v
is

e
d
 

th
e
 a

u
d
it
o
r 

th
a
t 
s
u
rv

e
ill

a
n
c
e
 u

n
it
 o

ff
ic

e
rs

 h
a
d
 n

o
t 

a
tt

e
n
d
e
d
 a

n
y
 e

q
u
a
lit

ie
s
 t
ra

in
in

g
 c

o
u
rs

e
s
. 

H
e
 

c
o
n
fi
rm

e
d
, 
h
o
w

e
v
e
r,

 t
h
a
t 
a
n
 ‘
IP

M
 n

e
w

s
le

tt
e
r’
 

e
n
a
b
le

d
 o

ff
ic

e
rs

 t
o
 r

a
is

e
 a

n
y
 c

o
n
c
e
rn

s
 t
h
a
t 
th

e
y
 

h
a
v
e
 r

e
g

a
rd

in
g
 e

q
u
a
lit

ie
s
. 
  

 

S
ta

ff
 a

re
 n

o
t 

a
d
e
q

u
a
te

ly
 t

ra
in

e
d
 i
n
 

e
q

u
a
lit

y
 m

a
tt

e
rs

. 
 

 In
e
q

u
it
a
b
le

 s
e
rv

ic
e
 

p
ro

v
is

io
n
 m

a
y
 

in
a
d
v
e
rt

e
n
tl
y
 r

e
s
u
lt
. 
 

A
n
 e

q
u
a
lit

ie
s
 t
ra

in
in

g
 n

e
e
d
s
 

a
s
s
e
s
s
m

e
n
t 

h
a
s
 n

o
w

 b
e
e
n
 u

n
d
e
rt

a
k
e
n
 

in
 c

o
n
s
u
lt
a
ti
o
n
 w

it
h
 t
h
e
 e

q
u
a
lit

y
 a

n
d
 

d
iv

e
rs

it
y
 t

e
a
m

. 
 T

ra
in

in
g

 r
e
q

u
ir
e
m

e
n
ts

 
id

e
n
ti
fi
e
d
 a

re
 b

e
in

g
 d

e
liv

e
re

d
. 
 

 O
u
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u
ts

 f
ro

m
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P
A

’s
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 n

o
w

 f
a
c
to
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d
 

in
to

 t
ra
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in
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n
s
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T
h
e
 s

u
rv

e
ill

a
n
c
e
 u

n
it
 i
s
 n

o
t 

c
u
rr

e
n
tl
y
 e

q
u
a
lit

ie
s
 

c
o
m

p
lia

n
t 

a
s
 t

h
e
re

 i
s
 n

o
 d

is
a
b
le

d
 a

c
c
e
s
s
 t
o
 t
h
e
 

c
o
n
tr

o
l 
ro

o
m

. 
 H

o
w

e
v
e
r,

 t
h
e
 r

e
s
ili

e
n
c
e
 m

a
n
a
g

e
r 

e
x
p
e
c
ts

 t
h
is

 t
o
 b

e
 a

d
d
re

s
s
e
d
 i
n
 t

h
e
 f
u
tu

re
 a

s
 h

e
 i
s
 

lo
o
k
in

g
 i
n
 t
o
 t
h
e
 p

o
s
s
ib

ili
ty

 o
f 

re
lo

c
a
ti
n
g
 t

h
e
 r

o
o
m

. 
  

 

D
is

a
d
v
a
n
ta

g
e
d
 g

ro
u
p
s
 

c
a
n
n
o
t 
fa

ir
ly

 a
c
c
e
s
s
 

C
o
u
n
c
il 

s
e
rv

ic
e
s
. 

A
n
 a

c
c
e
s
s
 r

e
v
ie

w
 o

f 
th

e
 c

u
rr

e
n
t 

lo
c
a
ti
o
n
 o

f 
th

e
 c

o
n
tr

o
l 
ro

o
m

 w
ill

 b
e
 

u
n
d
e
rt

a
k
e
n
 a

n
d
 a

c
ti
o
n
 t
a
k
e
n
 a

s
 

a
p
p
ro

p
ri
a
te

. 
A

 h
e
a
lt
h
 a

n
d
 s

a
fe

ty
 

in
s
p
e
c
ti
o
n
 c

a
rr

ie
d
 o

u
t 

in
 N

o
v
e
m

b
e
r 

2
0
0
9
 c

o
n
fi
rm

e
d
 t

h
e
 l
im

it
a
ti
o
n
s
 o

f 
th

e
 

fa
c
ili

ty
. 

T
h
e
 c

u
rr

e
n
t 

p
re

m
is

e
s
 c

a
n
n
o
t 

p
h
y
s
ic

a
lly

 b
e
 i
m

p
ro

v
e
d
 t
o
 m

e
e
t 
th

e
 

e
q

u
a
lit

ie
s
 s

ta
n
d
a
rd

. 
 A

lt
e
rn

a
ti
v
e
 p

re
m

is
e
s
 a

re
 b

e
in

g
 

c
o
n
s
id

e
re

d
 s

u
b
je

c
t 
to

 f
u
n
d
in

g
. 
 T

h
e
 

p
o
s
it
io

n
 i
s
 t

o
 b

e
 r

e
v
ie

w
e

d
 i
n
 

c
o
n
ju

n
c
ti
o
n
 w

it
h
 k

e
y
 p

a
rt

n
e
rs

. 
 S

h
o
u
ld

 
a
 d

e
c
is

io
n
 t

o
 r

e
lo

c
a
te

 t
h
e
 c

o
n
tr

o
l 
ro

o
m

 
b
e
 t

a
k
e
n
, 
th

is
 w

ill
 t

a
k
e
 i
n
to

 
c
o
n
s
id

e
ra

ti
o
n
 a

c
c
e
s
s
 r

e
q
u
ir
e
m

e
n
ts

 t
o
 

e
n
s
u
re

 t
h
e
 n

e
w

 p
re

m
is

e
s
 a

re
 e

q
u
a
lit

ie
s
 

c
o
m

p
lia

n
t.
 

 

H
e
a
d
 o

f 
p
u
b
lic

 
s
a
fe

ty
  

 3
1
 D

e
c
e
m

b
e
r 

2
0
1
0
 

 

3
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**

* 
P

ro
c
u
re

m
e
n
t 
o
f 
g

o
o
d
s
 i
s
 c

a
rr

ie
d
 o

u
t 

a
s
 i
te

m
s
 a

re
 

re
q

u
ir
e
d
, 
a
s
 o

p
p
o
s
e
d
 t
o
 k

e
e
p
in

g
 a

 s
to

c
k
 o

f 
it
e
m

s
. 

 P
ro

c
u
re

d
 g

o
o
d
s
 a

re
 c

o
lle

c
te

d
 b

y
 s

u
rv

e
ill

a
n
c
e
 

o
p
e
ra

to
rs

 f
ro

m
 T

e
lf
o
rd

 (
a
p
p
ro

x
im

a
te

ly
 2

7
 m

ile
s
 

e
a
c
h
 w

a
y
 f

ro
m

 W
a
ls

a
ll)

 w
h

ic
h
 i
s
 i
n
c
u
rr

in
g

 m
ile

a
g
e
 

a
n
d
 m

a
n
p
o
w

e
r 

c
o
s
ts

 w
h

e
n
 a

 d
e
liv

e
ry

 s
e
rv

ic
e
 

o
ff

e
re

d
 b

y
 t

h
is

 s
u
p
p
lie

r 
is

 f
re

e
. 
 

P
o
o
r 

v
a
lu

e
 f

o
r 

m
o
n
e
y
. 
 

  

A
ll 

p
ro

c
u
re

m
e
n
t 
a
c
ti
v
it
y
 i
s
 n

o
w

 
p
e
rf

o
rm

e
d
 i
n
 a

c
c
o
rd

a
n
c
e
 w

it
h
 c

o
rp

o
ra

te
 

p
ro

c
u
re

m
e
n
t 
ru

le
s
. 

R
e
s
ili

e
n
c
e
 

m
a
n
a
g

e
r 

 
 Im

p
le

m
e
n
te

d
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A
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L
A
N
 

R
e
f 

P
ri
o
ri
ty
 
F
in
d
in
g
 

R
is
k
 E
x
p
o
s
u
re
 

 
A
g
re
e
d
 A
c
ti
o
n
 

R
e
s
p
o
n
s
ib
il
it
y
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T
im

e
s
c
a
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3
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**

* 
T

h
e
 r

e
s
ili

e
n
c
e
 m

a
n
a
g

e
r 

a
d
v
is

e
d
 t

h
a
t 
th

e
 o

ri
g

in
a
l 

c
a
m

e
ra

 r
e
p
a
ir
 c

o
m

p
a
n
y
 u

s
e
d
 b

y
 t

h
e
 s

u
rv

e
ill

a
n
c
e
 

u
n
it
 o

ff
e
r 

a
 f
re

e
 d

e
liv

e
ry

 a
n
d
 c

o
lle

c
ti
o
n
 s

e
rv

ic
e
 b

u
t 

th
e
 s

u
rv

e
ill

a
n
c
e
 o

ff
ic

e
rs

 t
ra

v
e
l 
to

 a
n
d
 f
ro

m
 a

 
s
e
p
a
ra

te
 c

o
m

p
a
n
y
 i
n
 C

o
v
e
n
tr

y
 w

it
h
 t

h
e
 

e
q

u
ip

m
e
n
t,
 w

h
ic

h
 r

e
s
u
lt
s
 i
n
 t

h
e
 c

o
u
n
c
il 

in
c
u
rr

in
g
 

a
v
o
id

a
b
le

 t
ra

v
e
lli

n
g

 c
o
s
ts

. 
  

P
o
o
r 

v
a
lu

e
 f

o
r 

m
o
n
e
y
. 
 

 P
o
te

n
ti
a
l 
la

c
k
 o

f 
a
d
h
e
re

n
c
e
 t
o
 t
h
e
 

c
o
u
n
c
il’

s
 p

ro
c
u
re

m
e
n
t 

ru
le

s
. 
  

A
lt
e
rn

a
ti
v
e
 s

u
p
p
lie

rs
 h

a
v
e
 n

o
w

 b
e
e
n
 

s
o
u
rc

e
d
 w

h
o
 c

a
n
 c

o
lle

c
t 
a
n
d
 d

e
liv

e
r 

fr
o
m

 s
it
e
. 

 

R
e
s
ili

e
n
c
e
 

m
a
n
a
g

e
r 

 
 Im

p
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m
e
n
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d
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**

* 
T

h
e
 d

ig
it
a
l 
u
p
g

ra
d
e
 o

f 
th

e
 c

o
n
tr

o
l 
ro

o
m

 a
n
d
 

m
a
in

te
n
a
n
c
e
 w

a
s
 a

 p
ro

c
u
re

m
e
n
t 

p
ro

je
c
t 
w

it
h
 a

 
v
a
lu

e
 e

x
c
e
e
d

in
g

 £
5
0
,0

0
0
. 
 T

h
e
 e

x
-i
n
te

ri
m

 
s
u
rv

e
ill

a
n
c
e
 u

n
it
 m

a
n
a
g

e
r 

c
o
n
s
u
lt
e
d
 w

it
h
 t

h
e
 

p
ro

c
u
re

m
e
n
t 
o
ff

ic
e
r 

d
u
ri
n
g
 t

h
e
 t

e
n
d
e
ri
n
g
 p

ro
c
e
s
s
 

fo
r 

th
e
 d

ig
it
a
l 
u
p
g

ra
d
e
 a

n
d
 m

a
in

te
n
a
n
c
e
 t
e
n
d
e
rs

. 
 

T
h
e
 p

ro
c
u
re

m
e
n
t 

o
ff

ic
e
r 

p
ro

v
id

e
d
 a

n
 e

v
a
lu

a
ti
o
n
 

m
a
tr

ix
 f

o
r 

th
e
 t

e
n
d
e
rs

. 
 I
C

2
 w

e
re

 a
p
p
o
in

te
d
 f
o
r 

th
e
 

d
ig

it
a
l 
u
p
g
ra

d
e
 c

o
n
tr

a
c
t,
 a

n
d
 A

D
T

 w
e
re

 a
p
p
o
in

te
d
 

fo
r 

th
e
 m

a
in

te
n
a
n
c
e
 c

o
n
tr

a
c
t 
fr

o
m

 1
 A

u
g

u
s
t 
2
0
0
9
. 

 A
lt
h
o
u
g

h
 t

h
e
 c

o
n
tr

o
l 
ro

o
m

 d
id

 n
o
t 

n
e
e
d
 t
o
 f
u
lly

 
c
lo

s
e
, 
th

e
 u

p
g
ra

d
e
 h

a
d
 a

 m
a
jo

r 
im

p
a
c
t 

o
n
 t

h
e
 

s
e
rv

ic
e
 a

s
 i
t 
w

a
s
 s

ig
n
if
ic

a
n
tl
y
 r

e
d
u
c
e
d
 f
o
r 

a
p
p
ro

x
im

a
te

ly
 6

 w
e
e
k
s
. 
 T

h
e
 e

x
-i
n
te

ri
m

 
s
u
rv

e
ill

a
n
c
e
 u

n
it
 m

a
n
a
g

e
r 

in
fo

rm
e
d
 t

h
e
 a

u
d
it
o
r 

th
a
t 
h
e
 k

n
e
w

 t
h
a
t 
th

e
re

 w
o
u

ld
 b

e
 s

o
m

e
 d

is
ru

p
ti
o
n
 

d
u
ri
n
g
 t

h
e
 u

p
g

ra
d
e
 b

u
t 
d
id

 n
o
t 
re

a
lis

e
 h

o
w

 l
o
n
g
 

th
e
 u

p
g
ra

d
e
 w

o
u
ld

 t
a
k
e
. 
T

h
e
 u

p
g

ra
d
e
 h

a
s
 

re
s
u
lt
e
d
 i
n
 a

 l
o
s
s
 o

f 
s
e
rv

ic
e
 f

o
r 

s
o
m

e
 a

re
a
s
 t

h
a
t 

s
h
o
u
ld

 b
e
 m

o
n
it
o
re

d
 b

y
 t
h
e
 s

u
rv

e
ill

a
n
c
e
 u

n
it
 a

n
d
 

th
e
s
e
 p

ro
b
le

m
s
 h

a
v
e
 n

o
t 
y
e
t 

b
e
e
n
 r

e
s
o
lv

e
d
. 

T
h
e
re

 i
s
 l
it
tl
e
 e

v
id

e
n
c
e
 t

h
a
t 

a
d
e
q

u
a
te

 p
ro

je
c
t 

m
a
n
a
g

e
m

e
n
t 

w
a
s
 p

e
rf

o
rm

e
d
 d

u
ri
n
g
 t

h
e
 d

ig
it
a
l 

u
p
g
ra

d
in

g
 p

ro
c
e
s
s
. 
  

P
o
o
r 

p
ro

je
c
t 

m
a
n
a
g

e
m

e
n
t.
 

  U
n
p
la

n
n
e
d
 d

is
ru

p
ti
o
n
 t
o
 

s
e
rv

ic
e
. 
 

O
ff

ic
e
rs

 n
o
w

 e
n
s
u
re

 t
h
a
t 
a
c
ti
v
it
ie

s
 

w
h

ic
h
 f

a
ll 

u
n
d
e
r 

th
e
 p

ro
je

c
t 

d
e
s
c
ri
p
ti
o
n
 

a
re

 c
a
rr

ie
d
 o

u
t 

u
s
in

g
 t

h
e
 c

o
u
n
c
il’

s
 

p
ro

je
c
t 
m

a
n
a
g

e
m

e
n
t 
m

e
th

o
d
o
lo

g
y
 t

o
 

e
n
s
u
re

 t
h
a
t 
ro

b
u
s
t 
p
ro

je
c
t 
m

a
n
a
g

e
m

e
n
t 

is
 u

n
d
e
rt

a
k
e
n
 i
n
 f
u
tu

re
 f
o
r 

p
ro

je
c
ts

 o
f 

th
is

 n
a
tu

re
. 
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F
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R
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p
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u
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o
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R
e
s
p
o
n
s
ib
il
it
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* 
A

n
y
 i
n
c
id

e
n
ts

 o
r 

a
c
ti
o
n
s
 h

a
v
e
 t

o
 b

e
 l
o
g
g

e
d
 o

n
 t
o
 

th
e
 V

T
A

S
 s

y
s
te

m
 b

y
 t
h
e
 C

C
T

V
 o

p
e
ra

to
rs

 e
a
c
h
 

d
a
y
. 

 T
h
e
 V

T
A

S
 s

y
s
te

m
 i
s
 b

a
c
k
e
d
 u

p
 o

n
 a

 s
e
rv

e
r 

a
t 
th

e
 C

iv
ic

 C
e
n
tr

e
, 
b
u
t 

b
a
c
k
 u

p
 i
s
 n

o
t 
d
o
n
e
 a

t 
s
p
e
c
if
ic

 i
n
te

rv
a
ls

. 
 T

h
e
 s

y
s
te

m
 i
s
 b

a
c
k
e
d
 u

p
 w

h
e
n
 

th
e
 C

C
T

V
 O

p
e
ra

to
rs

 ‘
p
re

s
s
 t

h
e
 b

u
tt

o
n
’ 
to

 a
c
ti
o
n
 i
t.
  

 W
h
e
re

 b
a
c
k
u
p
s
 a

re
 p

e
rf

o
rm

e
d
, 
th

e
 b

a
c
k
u
p
 

in
fo

rm
a
ti
o
n
 i
s
 n

o
t 
te

s
te

d
 a

t 
re

g
u
la

r 
in

te
rv

a
ls

. 
  

 

L
o
s
s
 o

f 
d
a
ta

. 
 

A
 r

e
g

u
la

r 
b
a
c
k
u
p
 p

ro
c
e
d
u
re

 h
a
s
 b

e
e
n
 

im
p
le

m
e
n
te

d
 t

o
 p

re
v
e
n
t 
th

e
 l
o
s
s
 o

f 
v
a
lu

a
b

le
 d

a
ta

. 
(*

) 
 B

a
c
k
u
p
 i
n
fo

rm
a
ti
o
n
 i
s
 t
e
s
te

d
 a

t 
re

g
u
la

r 
in

te
rv

a
ls

 t
o
 e

n
s
u
re

 t
h
a
t 

it
 i
s
 r

e
c
o
v
e
ra

b
le

 
if
 n

e
c
e
s
s
a
ry

. 
  

S
e
n
io

r 
re

s
ili

e
n
c
e
 

o
ff

ic
e
r 

 
 Im

p
le

m
e
n
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d
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* 
A

 r
is

k
 m

a
n
a
g

e
m

e
n
t 
p
la

n
 i
s
 i
n
c
lu

d
e
d
 w

it
h
in

 t
h
e
 

s
e
rv

ic
e
 p

la
n
, 

h
o
w

e
v
e
r,

 o
n
ly

 o
n
e
 o

f 
th

e
 r

is
k
s
 r

e
fe

rs
 

to
 t
h
e
 s

u
rv

e
ill

a
n
c
e
 u

n
it
 –

 f
a
ilu

re
 t

o
 m

e
e
t 
in

c
o
m

e
 

g
e
n
e
ra

ti
o
n
 t
a
rg

e
ts

. 
 

    

C
ri
ti
c
a
l 
s
e
rv

ic
e
 r

is
k
s
 

m
a
y
 n

o
t 

h
a
v
e
 b

e
e
n
 

id
e
n
ti
fi
e
d
 a

n
d
 t
h
e
re

fo
re

 
m

a
n
a
g

e
d
. 
 

T
h
e
 s

e
rv

ic
e
 f

a
ils

 t
o
 

a
c
h
ie

v
e
 i
ts

 a
im

s
 

b
e
c
a
u
s
e
 m

a
n
a
g

e
rs

 f
a
il 

to
 m

it
ig

a
te

 a
g

a
in

s
t 

fo
re

s
e
e
a
b
le

 r
is

k
s
. 

S
ta

ff
 a

n
d
 c

u
s
to

m
e
rs

 a
re

 
e
x
p
o
s
e
d
 t

o
 a

v
o
id

a
b
le

 
h
e
a
lt
h
 &

 s
a
fe

ty
 r

is
k
s
. 

 

A
 c

o
m

p
re

h
e
n
s
iv

e
 c

u
rr

e
n
t 
ri
s
k
 

a
s
s
e
s
s
m

e
n
t 

h
a
s
 n

o
w

 b
e
e
n
 p

e
rf

o
rm

e
d
 

fo
r 

th
e
 s

u
rv

e
ill

a
n
c
e
 u

n
it
 t
o
 e

n
s
u
re

 t
h
a
t 

ri
s
k
s
 t
o
 t
h
e
 s

e
rv

ic
e
 a

n
d
 t
o
 o

ff
ic

e
rs

 a
re

 
id

e
n
ti
fi
e
d
 a

n
d
 m

a
n
a
g

e
d
 i
n
c
lu

d
in

g
 

c
u
rr

e
n
t 

a
n
d
 e

m
e
rg

in
g

 b
u
s
in

e
s
s
 c

ri
ti
c
a
l 

ri
s
k
s
, 
a
s
 w

e
ll 

a
s
 h

e
a
lt
h
 a

n
d
 s

a
fe

ty
 r

is
k
s
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* 
T

h
e
 r

e
s
ili

e
n
c
e
 m

a
n
a
g

e
r 

a
d
v
is

e
d
 t

h
e
 a

u
d
it
o
r 

th
a
t 

th
e
 s

ic
k
n
e
s
s
 m

a
n
a
g

e
m

e
n
t 

p
o
lic

y
 w

a
s
 n

o
t 

b
e
in

g
 

c
o
m

p
lie

d
 w

it
h
 p

ri
o
r 

to
 A

p
ri
l 
2
0
1
0
 b

y
 t

h
e
 

s
u
rv

e
ill

a
n
c
e
 u

n
it
 a

s
 s

ic
k
n
e
s
s
 h

a
d
 n

o
t 
b
e
e
n
 

re
c
o
rd

e
d
. 
T

h
e
 s

e
n
io

r 
re

s
ili

e
n
c
e
 o

ff
ic

e
r 

fo
u
n
d
 

e
v
id

e
n
c
e
 o

f 
th

is
 w

h
e
n
 e

x
a
m

in
in

g
 t
h
e
 t
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p
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 t
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b
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b
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 p
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c
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 l
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p
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p
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b
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b
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c
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e
 n

e
w

 
e
q

u
ip

m
e
n
t 

is
 n

o
t 
c
o
m

p
a
ti
b
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 m
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 c

o
u
n
c
il 

h
a
s
 

s
e
rv

ic
e
 l
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 p
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c
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 c

o
u
n
c
il 

c
a
n
n
o
t 
c
u
rr

e
n
tl
y
 

d
e
liv

e
r 

a
g

a
in

s
t 
th

e
 s

e
rv

ic
e
 l
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c
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b
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 C
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c
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 l
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c
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c
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c
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 c
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u
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 p
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b
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c
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c
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 d
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c
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c
ti
c
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c
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n
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 c
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 d
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 d
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c
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c
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c
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c
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e
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u
d
it
o
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e
n
ti
fi
e
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e
n
e
ra

l 
la

c
k
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f 
s
ta

ff
 

a
w

a
re

n
e
s
s
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f 
c
o
rp

o
ra

te
 p

o
lic

ie
s
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n
d
 p

ro
c
e
d
u
re

s
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e
.g
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s
ic

k
n
e
s
s
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a
n
a
g

e
m

e
n
t,
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o
rk
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g
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c
e
d
u
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d
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n
g
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u
d
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 r

e
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 h

a
s
 b

e
e
n
 u

n
d
e
rt

a
k
e
n
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f 
ti
m

e
 r

e
c
o
rd

in
g

 
w

it
h
in

 t
h
e
 s

u
rv

e
ill

a
n
c
e
 u

n
it
 b

y
 t

h
e
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e
n
io

r 
re

s
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e
n

c
e
 

o
ff

ic
e
r,
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d
e
n
ti
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in
g

 t
h
e
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o
llo

w
in
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•
 

e
x
c
e
s
s
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o
u
n
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f 
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il 

b
a
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n
c
e
s
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c
c
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e
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o
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e
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o
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a
b
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o
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u
s
ti
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h
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b
a
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n
c
e
s
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e
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n
c
e
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il 
a
c
c
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d
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a
s
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o
t 

a
lw
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y
s
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d
u
c
e
d
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h
e
n
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o
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 d
a
y
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g
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o
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o
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d
h
e
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c
e
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o
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h
e
 

c
o
u
n
c
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s
 c
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o
u
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; 

•
 

o
ff
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e
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a
v
e
 c
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d
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a
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n
c
e
s
 o

v
e
r 
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x
c
e
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o
f 
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e
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b
a
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n
c
e
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im
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o
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e
n
ti
fi
e
d
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c
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c
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n
 

th
e
 e
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n
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ri
m

 s
u
rv

e
ill
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c
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g
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r 

c
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c
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e
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h
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e
 t

o
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e
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b
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e
n
ti
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e
d
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a
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e
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im
e
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h
e
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n
c
e
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n
a
g
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r 
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w
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m
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m
e
n
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h
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e
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A
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r 
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c
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c
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c
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 p
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c
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 d
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c
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h
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A
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u
n
d
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c
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 c
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c
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c
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 d
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e
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s
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n
c
e
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a
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r 

h
a
s
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d
e
n
ti
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e
d
 t
h
a
t 

s
u
rv

e
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a
n
c
e
 o

ff
ic

e
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a
v
e
 u

s
e
d
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h
e
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n
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h
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b
u
s
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s
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u
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u
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e
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o
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u
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r 

b
u
s
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s
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w

e
v
e
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a
g

e
 c

la
im

s
 h

a
v
e
 n

o
t 

b
e
e
n
 s

u
b
m

it
te

d
 t

o
 r

e
c
la

im
 t
h
e
 c

o
s
ts
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a
d
e
q
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a
te
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s
u
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n
c
e
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a
n
g

e
m

e
n
ts
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n
n
u
a
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p
e
c
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m

o
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u
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c
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u
rv

e
ill

a
n
c
e
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n
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o
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 p
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C
T

V
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p
e
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o
rk
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2
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o
u
r 

s
h
if
t,
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n
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 d

a
y
s
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n
 

th
e
n
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 d
a
y
s
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a
s
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. 
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h
e
 n

u
m

b
e
r 

o
f 
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il 
h
o
u
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c
u
rr

e
d
 b

y
 t
h
e
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C
T

V
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p
e
ra

ti
v
e
s
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s
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ig
h
 d

u
e
 t

o
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h
e
 

s
m

a
ll 

n
u
m

b
e
r 

o
f 

o
ff
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e
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n
 p
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c
e
. 
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f 

a
n
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p
e
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ti
v
e
 

c
o
v
e
rs

 f
o
r 

a
n
o
th

e
r 

o
ff

ic
e
r 
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e
n
 t

h
e
y
 r

e
c
e
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e
 t
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e
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n
d
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h
a
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n
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o
il 

d
u
e
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o
 u

n
s
o
c
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b
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o
u
rs
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h
e
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s
 t

h
e
n
 a

 
c
o
n
ti
n
u
o
u
s
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n
o
c
k
 o

n
 e

ff
e
c
t 

w
h
e
n
 t

h
e
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p
e
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ti
v
e
 t

h
e
n
 

h
a
s
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 d
a
y
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o
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s
e
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h
e
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il 

h
o
u
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s
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n
o
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e
r 

o
p
e
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v
e
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h
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a
s
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 c

o
v
e
r 
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e
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h
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n
d
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h
e
re
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c
e
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e
s
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n
d
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a
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n
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o
il 

h
o
u
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e
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n
c
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e
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e
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h
e
n
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n
s
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c
a
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s
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u
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m
e
n
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 b
e
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e
p
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y
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is

 n
o
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c
o
m

p
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d
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y
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ff
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e
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o
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v
id

e
n
c
e
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n
d
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u
a

l 
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u
rn

e
y
s
 m

a
d
e
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n
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h
e
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a
n
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h
e
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e
s
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e
n
c
e
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a
n
a
g

e
r 

a
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d
v
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e
d
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h
e
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u
d
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e
 v

a
n
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e
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o
n
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n
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a
c
k
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u
d
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n
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a
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m
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u
s
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c
o
u
n
c
il 

e
q

u
ip

m
e
n
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d
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q
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a
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u
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n
c
e
 

a
rr

a
n
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e
n
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n
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e
 e

v
e
n
t 

o
f 
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e
ft
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d
a
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a
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 d
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a
g
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o
g
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a
s
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o
w

 b
e
e
n
 

in
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o
d
u
c
e
d
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n
d
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 c

o
m

p
le
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d
 b

y
 

o
ff

ic
e
rs

 t
o
 e

v
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e
n
c
e
 e

v
e
ry

 j
o
u
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e
y
 

m
a
d
e
 w

it
h
in

 t
h
e
 c

o
u
n
c
il 

v
e
h
ic

le
. 

T
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g
 i
s
 s

u
b
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c
t 
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 r
e
g

u
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r 
m

a
n
a
g

e
r 
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v
ie
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 r
e
v
ie
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f 
in

s
u
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n
c
e
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a
n
g

e
m

e
n
ts

 
a
n
d
 s

e
c
u
ri
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 m
e
a
s
u
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e
 v

a
n
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a
s
 

n
o
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 b
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e
n
 u

n
d
e
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c
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h
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e
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h
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.g
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m
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h
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e
m
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a
y
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o
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b
e
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c
o
v
e
re

d
 i
n
 t
h
e
 

e
v
e
n
t 

o
f 

s
ta

ff
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a
v
in
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h
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s
s
u
e
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f 
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n
y
 c

o
u
n
c
il 

p
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p
e
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y
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s
 

n
o
w

 r
e
c
o
rd

e
d
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n
d
 s

ig
n
e
d
 f
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r 
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c
c
o
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n
c
e
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 c

o
u
n
c
il 

p
o
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n
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d
u
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A
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u
g
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 d
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m

e
h
a
w

k
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a
m

e
ra

s
 a

re
 o

w
n
e
d
 b

y
 o

th
e

r 
o
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a
n
is

a
ti
o
n
s
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th
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 c

o
u
n
c
il 

h
a
s
 a

g
re

e
d
 t
o
 s
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h
e
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 EXECUTIVE SUMMARY 
 
A. Introduction 
 
1. An audit review of homecare establishment was undertaken as part of the 

annual audit plan. The in-house homecare service provides personal care and 
domestic services to vulnerable adults in Walsall to help them to be as 
independent as possible.  Care is provided 24 hours a day, 7 days a week. 
The homecare establishment service is split into three teams which are based 
at Tameway Tower, Bentley and Rushall.  

 
2. The objectives of the audit were to assess the adequacy of controls governing 

financial and management arrangements, to assess the implementation of 
previously agreed audit report actions and to seek assurance that: 

 

• adequate planning, service strategies and customer consultation are in 
place; 

• service performance is monitored and managed; 

• the service operates within the corporate performance management 
framework, including: 

 
o workforce planning o risk management 
o IPM o communications 
o equalities o sickness management 
o procurement  o health & safety 
o budgetary control o information governance 
o business continuity  

 

• joint working with partners and other council services is effective; 

• procurement is adequately controlled and in accordance with the 
authority’s financial and contract rules;  

• all client referrals are dealt with effectively; 

• delivery of care is appropriately recorded, monitored and managed; 

• fees and charges are accurately applied and regular debtor monitoring is 
undertaken; and 

• key controls are in place to guard against fraud and irregularity. 
 
3. The scope of the audit is as set out on the contents’ page.  An overall opinion, 

points of good practice and an improvement action plan for each of the areas 
audited are attached.  Actions for improvement, in general, are prioritised as 
high (***), medium (**) or low (*). 

 
4. Within a short period of issuing the final audit report, the head of service will 

be contacted to formally confirm that the action plan has been implemented as 
agreed. Managers should be aware that a formal response will be required in 
all cases and that details of these responses will be included within the 
internal audit quarterly monitoring report to the Audit Committee. 
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5. Under the Council’s corporate governance arrangements, the outcomes of 
audits are reported routinely to the Audit Committee. This includes providing 
an overall report opinion and details of agreed actions successfully 
implemented. 

 
6. The committee has expressed concern with a failure, in a number of 

instances, to implement agreed actions.  The committee will seek explanation 
from executive and assistant directors failing to ensure that appropriate action 
is taken. 

 
7. All audit reviews undertaken include checks that previously agreed actions 

have been implemented. Due to the disappointing level of overall achievement 
in this area, executive directors have asked for regular updates on all internal 
audit reviews undertaken together with details of actions agreed and actually 
implemented. This is included as a standing item for discussion at all 
directorate management team meetings. 
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B. Overall Audit Opinion 
 
1.  Internal audit is able to give a limited assurance opinion on the system of 

internal control operating within homecare establishment, as described below: 
 

 Overall Audit Opinion 

 Full assurance Full assurance that the system of internal control is 
designed to meet the organisation’s objectives and 
controls are consistently applied in all the areas 
reviewed. 
  

 Significant 
assurance 

Significant assurance that there is a generally sound 
system of control designed to meet the organisation’s 
objectives. However, some weakness in the design or 
inconsistent application of controls put the 
achievement of particular objectives at risk.   
 

���� Limited 
assurance 

Limited assurance as weaknesses in the design 
or inconsistent application of controls put the 
achievement of the organisation’s objectives at 
risk in the areas reviewed.  
 

 No assurance No assurance as weaknesses in control, or 
consistent non compliance with key controls, [could 
result / have resulted] in failure to achieve the 
organisation’s objectives in the areas reviewed.  
 

 
2. Some good practices were noted during the audit, including; 6 monthly training 

and development reviews; up to date health and safety standards; quarterly 
monitoring of joint working arrangements; procedures for client referrals; spot 
checking of care delivered; and weekly management reports detailing referrals 
received, homecare provided and available capacity.   

 
3. Some areas for improvement have, however, been identified including 

ensuring that the team plan is finalised; that performance management and  
procedures for administering the delivery of care are strengthened; and that 
fees and charges processing is more robust, including debt monitoring. The 
prompt implementation of actions contained within this audit report will further 
assist in enhancing procedures undertaken.  

 
4. As this has been the first audit review of homecare establishment there were 

no previously agreed actions to follow up.  
 
5. Most actions within the report were considered to be of a high priority.  
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C. Summary of Findings 
 

 Full 
Assurance 

Significant 
Assurance 

Limited 
Assurance 

No 
Assurance 

Planning, Service 
Strategies and 
Customer 
Consultation  

  �  

Service Performance    �  

Corporate 
Performance 
Management  

 �   

Joint Working   �   

Procurement   �   

Client referrals  �   

Delivery of Care    �  

Fees and charges   �  

Anti Fraud and 
Irregularity 

 �   
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accommodation for the auditor.
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1. Planning, Service Strategies and Customer Consultation 
 

AUDIT OPINION 

Limited assurance can be given that controls are in place to meet objectives in this area 

Good practice includes:  

• A record is maintained of all corporate complaints dealt with by the 
homecare establishment team.   

• All complaints received are appropriately documented and followed up.  

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

1.1 *** A team plan for homecare 
establishment is in the process of 
being developed. The service 
manager confirmed that there has 
been no previous quarterly monitoring 
of plans.  

Unclear aims and objectives. 
 
Unable to measure service 
performance. 
 
Under performing areas may 
not be identified. 
 

The homecare establishment team plan will 
be completed and agreed. The team plan 
will then be monitored on a quarterly basis 
and appropriate corrective action 
taken/measures taken for the non-
achievement of actions. 
 

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Service Manager - 
Provider Services 
 
Acting Team 
Leader. 
 
April 2011.  
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2. Service Performance 
 

AUDIT OPINION 

Limited assurance can be given that controls are in place to meet objectives in this area 

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

2.1 *** Performance indicators for the service 
are currently being developed by the 
performance action board.  

Under performance may go 
un-noticed and therefore 
unaddressed.   
 
 

Clear business critical performance 
indicators will be developed for the service. 
Once developed, regular monitoring of 
these indicators will be undertaken and 
evidence retained to support any necessary 
corrective action taken.   
 
 

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Service Manager - 
Provider Services 
 
Acting Team 
Leader. 
 
April 2011.  
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Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

2.2 *** Benchmarking with other local 
authorities and similar organisations is 
not currently undertaken.  

Good practice at other like 
organisations may not be 
identified. 
 
Inability to compare 
performance. 

Benchmarking with other local authorities 
and similar organisations will be 
undertaken, performance compared and 
corrective action taken where weaknesses 
are identified.  
 

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Service Manager - 
Provider Services 
 
Acting Team 
Leader. 
 
April 2011.  
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3. Corporate Performance Management 
 

AUDIT OPINION 

Significant assurance can be given that controls are in place to meet objectives in this area. 
For the financial year 2010/11 the profiled budget to October 2010 totals £2,361,595.  Actual net 
expenditure for the same period totals £ 2,042,458, an under spend of £319,137.  Budget forecast reports 
prepared in October 2010 by the senior accountant indicate an under spend of £482,269 at year end due 
to vacant posts. 

Good practice includes:  

• A training matrix is retained by the project manager.  Six monthly 
training and development reviews are carried out and action plans 
formed to help monitor requirements. 

• An equality impact assessment has been undertaken and action 
plan produced with is regularly reviewed. 

• Team meetings take place on a regular basis and are minuted. 

• Health and safety standards have been risk assessed and local 
arrangements updated as appropriate.  

• Return to work interviews had been completed on a timely basis and 
signed by the employee and relevant manager for all 3 periods of 
sickness examined.  

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

3.1 ** An annual IPM (now EPA) had not been 
undertaken for homecare establishment 
managers.  

Non-compliance with 
corporate procedures. 
 

IPM’s (now EPA) will be carried out in 
accordance with the EPA scheme.  This 
ensures staff issues and training needs are 
addressed and acted upon accordingly. 
 

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Service Manager - 
Provider Services 
 
Acting Team 
Leader  
 
Assistant Team 
Leader 
 
Assistant Team 
Leader. 
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April 2011. 



Homecare Establishment 
AUDIT OPINION & ACTION PLAN  

 

 10

 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

3.2 ** The business continuity plan is in draft 
format. Further it does not include the 
out of hours service.  

Appropriate action in the 
event of an emergency/ 
interrupted function may 
not be undertaken.   
 

The business continuity plan will be updated 
to include the out of hours service and 
finalised as soon as possible.  

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Service Manager - 
Provider Services 
 
Acting Team 
Leader  
 
Resilience Officer. 
 
April 2011.  
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Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

3.3 *** There is no evidence that the service has 
undertaken an assessment of potential 
risks affecting it. The service manager 
confirmed to the auditor that this will be 
addressed as part of the service / team 
plan update. 

The service fails to 
achieve its aims because 
managers fail to mitigate 
against foreseeable risks. 

As part of the service / team plan update, a 
risk assessment will be undertaken to 
ensure that all potential risks to service 
delivery have been identified and mitigated 
via management action plans where 
appropriate. 

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Service Manager - 
Provider Services 
 
Acting Team 
Leader.  
 
April 2011.  

3.4 ** In examining team minutes for 15 April 
and 10 June 2010 it was found that: 

• there is no reference to news & 
views (15/4/10). 

• it was noted there had been 
problems retrieving news & views 
(10/6/10). 

Staff may not be aware of 
developments within the 
council.  

Officers have now been made aware of the 
core brief (previously news & views) and 
this is now included within the minutes of 
each meeting.  

Acting Team 
Leader  
 
Assistant Team 
Leader 
 
Assistant Team 
Leader. 
 
Implemented.  
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Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

3.5 *** From a sample of 3 sickness absences 
selected it was found that: 

• In 2 cases, the reason for not 
issuing a notice of concern was not 
documented. (ref: RP and ET). 

Non-compliance with the 
council’s sickness 
management procedures. 
 
 

Explanations for notices of concern not 
being issued to employees are now 
recorded on the return to work form and 
updated on the sickness portal.  
 

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Acting Team 
Leader  
 
Assistant Team 
Leader 
 
Assistant Team 
Leader. 
 
Implemented.  
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4. Joint Working 
 

AUDIT OPINION 

Significant assurance can be given that controls are in place to meet objectives in this area 

Good practice includes:  

• Quarterly monitoring of activity is undertaken to identify whether 
joint working arrangements are beneficial. 

 

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

4.1 ** The service level agreement for joint 
working arrangements between social 
care and Walsall primary care trust at 
Rushall Mews rehabilitation centre is 
currently in draft format.  
 
At the time of the audit, it could not be 
established whether a business case 
had been conducted prior to entering 
into the joint working initiative with the 
primary care trust. 

Desired outcomes and 
resource commitments may 
be unclear and open to 
dispute / challenge. 
 
Inappropriate joint working 
initiatives may be entered 
into. 
 
 

The draft SLA which covers joint working 
arrangements between social care and 
inclusion and Walsall primary care trust will 
be finalised as soon as possible.  
 
A prior evaluation / business case will be 
undertaken prior to entering into future 
partnership/joint working initiatives. 
 

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Service Manager - 
Provider Services 
 
Acting Team 
Leader.  
 
April 2011.  
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Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

4.2 ** The service manager was not aware 
of the partnership toolkit. 
 

Non-compliance with 
corporate procedures. 
 
Lack of awareness of 
partnership arrangements. 

Key staff will be made aware of the 
partnership toolkit to enable partnership 
opportunities to be administered in 
accordance with council toolkit. 
 

Assistive 
Technology & 
Telehealthcare 
Manager 
 
Service Manager - 
Provider Services 
 
Acting Team 
Leader.  
 
April 2011.  
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5. Procurement 
 

AUDIT OPINION 

Significant assurance can be given that controls are in place to meet objectives in this area 

Good practice includes:  

• All invoices sampled for testing had been allocated to an 
appropriate Oracle code.  

 

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

5.1 ** From a sample of 10 paid invoices 
selected it was found: 

• in 2 cases the order was raised 
on or after the invoice received 
date (ledger ref: 869526 and 
854504).  

• In 1 case the same officer 
authorised the order and invoice 
(ledger ref: 863073). 

• in 1 case it took more than 15 
days for an invoice to be paid. 
(ledger ref: 869526).  

• in 2 cases the invoices were not 
stamped as paid (ledger refs: 
869526 and 869947). 

• in 1 case the order value was 
lower than the invoice value 
(ledger ref: 863156). 

Non compliance with financial 
rule 8.3. 
 
Inadequate segregation of 
duties. 
 
Failure to adhere to creditor 
payment target. Poor supplier 
relationships.  
 
Invoices may be paid twice.  
 
Inconsistent records. 
 

In accordance with the authority’s financial 
rule 8.3 official orders are now raised for all 
work, materials, goods or services to be 
supplied to the council. This is now prior to 
goods/invoices being received, and not in 
retrospect. 
 
To maintain segregation of duties, officers 
authorising orders are now independent of 
the officer authorising invoices.   
 
Invoices are now paid within 15 days of 
receipt, unless contract terms state 
otherwise. 
 
Invoices are now stamped as paid when 
they have been passed for payment. 
 
Care is now taken to ensure that order 
values accurately reflect the current price of 
goods to allow for the matching of invoices. 

Acting Team 
Leader 
 
Administrative 
Assistant  
 
Payables 
Development 
Manager. 
 
Implemented.  
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6. Client Referrals 
 

AUDIT OPINION 

Significant assurance can be given that controls are in place to meet objectives in this area 

Good practice includes:  

• A database is maintained by the project manager detailing all 
referrals received.  

• Care plans are signed by the client or an advocate of the client and 
the senior care officer prior to the commencement of care.  

• Risk assessments are completed as part of the service user pack. 

• The project manager undertakes independent checks of the service user 
profile forms and orders to ensure records are accurate.   

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

6.1 ** From a sample of 13 new referrals it 
was found in 1 case that a variation 
had been made to a clients care 
hours, however, a new order form had 
been completed rather than a 
variation order form resulting in the 
client being shown on the database as 
a new referral. (ref: KT) 

Inaccurate information 
maintained. 

Officers now ensure that the correct forms 
are completed at all times to allow records 
to be accurate and up to date.  

Assistant Team 
Leader 
 
Assistant Team 
Leader. 
 
Implemented.  
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7. Delivery of Care  
 

AUDIT OPINION 

Limited assurance can be given that controls are in place to meet objectives in this area 

Good practice includes:  

• All spot check forms examined had been signed by the homecare 
assistant and monitoring officer.  

• All annual monitoring forms examined had been appropriately completed 
and signed by the interviewing officer. 

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

7.1 *** There is no requirement for contact 
sheets, which detail the date and time 
of each visit and tasks undertaken, to 
be signed by the client.  
 
It is understood that the introduction 
of electronic call monitoring is in 
progress. 

Inadequate supporting 
evidence that care has been 
provided as required by the 
client.  
 

The service now ensures that contact 
sheets are signed by the client or an 
advocate of the client to ensure care has 
been provided as required.  
 
The introduction of an eABLE pilot 
(performance monitoring tool) has now 
commenced.  
 

Assistant Team 
leader 
 
Assistant Team 
Leader 
 
Project Manager. 
 
Implemented.  

7.2 *** Monthly timesheets, which are 
completed by care assistants showing 
the total hours worked on each day, 
are reconciled to annual leave 
/sickness/ training/ records and also 
hard copies of the ‘Staffplan’ rotas 
which may have been amended to 
reflect any changes to care provided 
by the senior care officers. The 
timesheets are not reconciled to 
contact sheets. 

Fraudulent / irregular time 
may be claimed.  
 
 
 
 

The service has now reviewed the 
procedure for the verification of timesheets 
to ensure that timesheets are compared to 
contact sheets.  
 
 

Assistant Team 
Leader 
 
Assistant Team 
Leader 
 
Project Manager. 
 
Implemented. 
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Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

7.3 *** From a sample of 13 new referrals it 
was found that: 

• on 3 occasions the number of 
visits scheduled as per the 
electronic rota did not match the 
number of visits on the contact 
sheet or ‘Staffplan’ order (ref: IW 
w/c 26.04.10; PR w/c 28.05.10; 
JU w/c 19.04.10). 

• in 1 of these 3 cases a variation 
order had been completed but 
the ‘Staffplan’ system had not 
been updated to reflect this. (IW) 

• in 1 of these 3 cases a variation 
order had not been completed 
when 2 scheduled visits had 
been cancelled. (ref: JU)  

Inaccurate records 
maintained. 
 
Care may not be provided to 
the client / staff may 
undertake visits that are not 
required. 
 
Lack of audit trail.  
 
Charges to clients may not 
be appropriately made. 
 

It is now ensured that: 

• all appropriate records are kept up to 
date including the ‘Staffplan’ system.  

• a variation order form is completed for 
all amendments to the care package.    

 
 
 

Assistant Team 
Leader 
 
Assistant Team 
Leader 
 
Project Manager. 
 
Implemented. 

7.4 *** From a sample of 13 new referrals it 
was found that on 3 occasions the 
homecare assistant included on the 
electronic rota was different to the 
homecare assistant on the contact 
sheet. The ‘Staffplan’ rota is not 
updated on the database for any 
changes in homecare assistants or 
visits only a hard copy is amended. 
(ref: ED w/c 27.05.10; IK w/c 
14.05.10; EM w/c 07.04.10). 

Inconsistent records 
maintained. 
 

Officers now ensure that the ‘Staffplan’ rota 
is updated at the end of each day to reflect 
changes in staff undertaking care visits / 
visits being undertaken.  

Assistant Team 
Leader 
 
Assistant Team 
Leader 
 
Project Manager. 
 
Implemented. 
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Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

7.5 *** From a sample of 13 new referrals it 
was found that: 

• on 1 occasion the homecare 
assistant had not signed the 
contact sheet. (ref: PR 02.06.10) 

• on the majority of occasions the 
times of the visits on the contact 
sheet differed to those on the 
rota and order. 

Incomplete records 
maintained. 
 
Lack of evidence that visit 
undertaken by homecare 
assistant.  
 
Clients may not have 
received the care that they 
are entitled to. 

Homecare assistants now ensure that they 
sign all contact sheets to evidence their 
visit. 
 
Care is now taken to ensure that visits are 
made to clients in accordance with the care 
package.  

Assistant Team 
Leader 
 
Assistant Team 
Leader 
 
Project Manager. 
 
Implemented. 

7.6 ** From a sample of 5 annual monitoring 
forms tested, it was found on 2 
occasions that form had not been 
signed by the homecare 
establishment manager to evidence 
that a review of the form had been 
undertaken. (ref: MM and PR). 

Incomplete records 
maintained. 
 
Lack of evidence that review 
undertaken. 

The assistant team leaders now review and 
sign all annual monitoring forms.  

Assistant Team 
Leader 
 
Assistant Team 
Leader 
 
Project Manager. 
 
Implemented. 
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Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

7.7 *** The auditor was informed by 
homecare managers that travel time 
is included within the time allocated to 
homecare assistants on the rota. 
However, from a sample of 5 client 
visits examined, it was found that on 4 
occasions the duration of the visit was 
the same on the rota and the care 
package (ref: PR 28.05.10; DD 
24.05.10 ; ED 02.06.10; AM 
04.06.10).  In examining 1 staff rota in 
detail it was found on 1 occasion that 
there was not a gap between the end 
time and start time of 2 visits which 
were not in the same vicinity. (ref: DB 
– 25.06.10). 

Clients may not have 
received the care that they 
are entitled to. 
 
Clients may be over / under 
charged for care received. 
 
 

Arrangements for the planning of visits have 
now been reviewed. Homecare assistants 
are now allowed sufficient travel time 
between client visits.  

Assistant Team 
Leader 
 
Assistant Team 
Leader 
 
Project Manager. 
 
Implemented. 

7.8 ** The auditor was informed by the 
homecare establishment managers 
that financial transactions are 
occasionally carried out on behalf of 
the clients. 

Possible inadequate 
protection of staff.  

Continuation of the practice of undertaking 
financial transactions on behalf of clients 
has now been reviewed to ensure that it has 
been properly risk assessed and affords 
adequate protection for staff against any 
accusations of error, fraud or corruption. 
 
Service users now sign in agreement and 
on-going monitoring of this now takes place.  
  

Assistant Team 
Leader 
 
Assistant Team 
Leader 
 
Project Manager. 
 
Implemented. 
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8. Fees and Charges 
 

AUDIT OPINION 

Limited assurance can be given that controls are in place to meet objectives in this area 

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

8.1 *** No debt monitoring is currently being 
undertaken for home care charges. 

Potential loss of income to 
the authority.  

All charges will be processed through 
Oracle in the new benefits based charging 
system and debts will then be progressed 
through the corporate debt system 
thereafter. 

 
Specialist Debtors’ 
Manager 
 
June 2011.  

8.2 *** From a sample of 13 new referrals it 
was found that: 

• on 2 occasions there had been a 
delay in notifying the client of 
their assessed charges. Charges 
cannot be backdated.  (ref: IW, 
JW) 

• on 1 occasion the client had been 
notified of a charge for 7 half 
hour visits per week but the 
FISCOM order stated that they 
should be receiving 21 half hour 
visits per week. (JW) 

Unnecessary delays in client 
notification. 
 
Loss of income to the 
authority.  
 

Clients are now notified promptly of their 
assessed charge.   
  
Officers now ensure that the correct number 
of visits is included on the FISCOM order 
and the financial notification.  
  
 

Specialist Debtors’ 
Manager.  
  
Implemented. 
 

8.3 *** From a sample of 13 new referrals it 
was found on 5 occasions that a 
financial assessment did not appear 
to have been undertaken and 
therefore the client had not been 
charged for care received. An 
explanation was sought from the 
specialist debtor’s manager at the 
time of the audit but a response was 

Loss of income to the 
authority.  
 
Charges may not be 
appropriately made.  

Officers have now investigated each of the 
cases identified and ensured that financial 
assessments have been undertaken and 
the client charged where appropriate.  
 

Specialist Debtors’ 
Manager 
  
Implemented. 
 



Homecare Establishment 
AUDIT OPINION & ACTION PLAN  

 

 22

not received. (ref: ED, AM, DD, JU 
and EM)  
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9. Anti Fraud and Irregularity 
 

AUDIT OPINION 

Significant assurance can be given that controls are in place to meet objectives in this area 

Good practice includes:  

• Weekly management reports are produced and reviewed detailing 
referrals received, homecare provided and available capacity.  

• The petty cash tin is held securely.  

• Procedure notes have been signed and dated by 2 officers.  

• Officers sign to acknowledge the receipt of all policies and procedures.  

 

ACTION PLAN 

Ref Priority Finding Risk Exposure  Agreed Action Responsibility & 
Timescale 

  None.     
 


