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         Agenda Item No. 10 
 
Audit Committee – 12 April 2011      
            
No or Limited Assurance Internal Audit Reports  
 
Summary of report:  
 
This report presents audit reports which have been provided with a ‘no’ or ‘limited’ 
assurance opinion that have been finalised between 4 November 2010 and 8 March 
2011.  
 
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.  

 
 

 
 
James Walsh – Assistant Director Finance  
25 March 2011 
 
No and Limited Assurance Opinion  
 
Audit committee will be aware that internal audit has a standard assurance opinion 
rating 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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Between 4 November 2010 and 8 March 2011, the following reports have been finalised 
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 

 
These reports are detailed within the attached appendices for audit committee scrutiny 
and a summary of each of the reports is given in the sections below.  
 
One of the reports above relates to contract final accounts. This account has been 
described by property services as one of the ‘legacy accounts’, that is, final accounts 
submitted for audit some while after their projects had been completed. For example, 
tenders for these accounts were received between 2 and 5 years ago.  
  
An audit review of property services’ current systems was recently finalised which gave 
an overall significant assurance opinion rating. Although there are a number of 
improvement actions identified in this report the audit showed that there has been 
good progress in implementing controls in the areas of common failure identified in the 
above final accounts, including: 
 

•        procurement under appropriate authority;  

•        completion of formal contracts;   

•        proper supervision and monitoring; and 

•       creation of completion reports to senior 
managers. 

New contract rules do not require final accounts to be audited. Internal audit’s future 
approach will be to carry out systems reviews of property services current procedures 
rather than examine historic final accounts.  

 
No audit reports have been issued between 4 November 2010 and 8 March 2011 with a 
‘no’ assurance rating.   
 
SUMMARY OF LIMITED AND NO ASSURANCE AUDIT REPORTS 
 
Transition and Leaving Care 
 
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 
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• advice on accessing specialist groups, including mental health, drug and alcohol 
dependency support.  

 
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 
 
The conclusions detailed within the final report attached at Appendix 1 were that: 
 
Internal audit is able to give a limited assurance opinion on the system of internal 
control operating within transition and leaving care.  
 
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. 
 
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. 
The prompt implementation of actions contained within this audit report will further 
assist in enhancing procedures undertaken. 
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A total of 41 actions for improvement were identified as part of the review with 24 being 
at high priority. 

 
11 of the agreed actions were confirmed as implemented within the audit report action 
plan. An internal audit follow up memo is due to be sent out in May 2011 for the 
remainder. 
  
CCTV / Surveillance 
 
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. 
 
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. 
 
The conclusions detailed within the final report attached at Appendix 2 were that: 
 
Internal audit is able to give  a limited assurance opinion on the system of internal 
control operating within the surveillance unit. 
 
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.  
 
A total of 43 actions for improvement were identified as part of the review with 32 being 
at high priority. 
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39 of the agreed actions were confirmed as implemented within the audit report action 
plan. An internal audit follow up memo is due to be sent out in April 2011 for the 
remainder. 
 
Social Care & Inclusion Transport Services 
 
An audit review of social care and inclusion transport services (including transport 
services reconfiguration) was undertaken during February and March 2010 as part of 
the annual audit plan. 
 
The objectives of the audit were to assess the adequacy of controls governing financial 
and management arrangements, and to seek assurance that: 
 
• adequate planning, service strategies and customer consultation are in place; 
• the process for reconfiguration of adult transport services has been effectively 

managed and progress against any actions arising are being robustly monitored;   
• the selection of contractor/s is in accordance with financial and contract rules; 
• payment mechanism controls to the contractor/s are robust;   
• contract performance is monitored and managed; 
• contract quality and monitoring procedures are in place;  
• effective management information and budgetary control exists;  
• there are policies and procedures in place for the charging of service users for 

transport provision and charges are made in accordance with these;  
• joint working with partners and other council services is effective; 
• key controls are in place to guard against fraud and irregularity; and 
• previously agreed audit report actions have been fully implemented. 
 
The conclusions detailed within the final report attached at Appendix 3 were that: 
 
Internal audit is able to give a limited assurance opinion on the system of internal 
control operating within social care and inclusion transport services. 
 
Some good practices were noted during the review, including: 
• the introduction of the new electronic ‘swipe card’ facility which seeks to address 

weaknesses in the previously fallible charging mechanism; 
• adult services within social care & inclusion are in the process of reviewing the way 

in which transportation services are delivered as part of their transport services 
reconfiguration exercise. 

• social care & inclusion (the commissioner) has an embedded working relationship 
with fleet services (the provider); and 

• social care & inclusion undertake a user survey every two years to elicit views and 
identify areas of potential improvement. 

 
Some areas of improvement have, however, been identified including: 
• the need to strategically map social care & inclusion directorate’s aims and 

objectives in respect of service user transportation;  
• ensuring that the current split between the internal and external sourced transport 

services provided, are formally documented to increase the levels of transparency 
across transport services;  
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• undertaking urgent remedial action to recover progress on the adult services 
transportation reconfiguration exercise being undertaken and also ensuring that the 
project is properly risk assessed;  

• ensuring that debts in relation to the council’s previous charging policy which had to 
be suspended, are recovered or written off as appropriate and that a ‘lessons 
learned’ exercise be undertaken to ensure that similar issues do not occur in future; 
and  

• implementing a consistent and robust management information framework to assist 
managers in both strategic and operational decision making. 

 
A total of 17 actions for improvement were identified as part of the review with 7 being 
at high priority. 
 
Responses to an internal audit follow up memo were received from the head of joint 
commissioning on 10 March 2011, who confirmed that 12 of the 17 agreed actions had 
been fully implemented. A further follow up memo is due to be sent out in October 2011. 
 
Broadway North Centre 
 
An audit review of Broadway North Centre was undertaken as part of the annual audit 
plan.  The Broadway North Centre provides a secure environment to adults between the 
age of 18-65 with diagnosed mental health conditions and is made up of two services: 
 

• a day centre providing a range of activities including, literacy and numeracy, art, 
catering, tai-chi, IT and complimentary therapy’s; and 

• a residential unit which provides respite and crisis accommodation on a 24 hour 
basis. 
 

Walsall mental health services are jointly commissioned by Walsall Council and Walsall 
Teaching Primary Care Trust and jointly provided by Walsall Council and Dudley and 
Walsall Mental Health Partnership NHS Trust. 
 
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. 
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• key controls are in place to guard against fraud and irregularity;  
• the provision for the service is in accordance with qualification guidelines; 
• client contributions / board & lodge payments are made in accordance with the 

authority’s scale of charges and are appropriately recorded; 
• residents’ property, savings and personal allowances are appropriately 

administered and records maintained; 
• residents’ admissions / discharge records are up to date; 
• any income from lunches / visitors is appropriately recorded and reconciled; and 
• an inventory is maintained in accordance with financial and contract rules. 

 
The conclusions detailed within the final report attached at Appendix 4 were that: 
 
Internal audit is able to give a limited assurance opinion on the system of internal 
control operating within Broadway North Centre. 
 
Some good practices were noted during the audit, including:  
• joint working with a number of organisations; 
• annual review and approval of the short stay residential care charge; 
• monthly team meetings; and 
• regular health and safety checks. 

 
A number of areas for improvement have been identified, including: 
• the tightening of controls surrounding petty cash and lunch monies collection; and 

banking processes; 
• the documentation of all day to day administration procedures; 
• review and update of the  eligibility criteria; 
• the completion of an annual inventory check and the review of inventory records on 

a regular basis; and 
• ensuring an adequate segregation of duties is maintained. 

 
The prompt implementation of actions contained within this audit report will further 
assist in enhancing procedures undertaken.  
 
A total of 43 actions for improvement were identified as part of the review with 26 being 
at high priority. 
 
Responses to an internal audit follow up memo were received from the vocational 
services manager on 4 March 2011, who confirmed that 25 of the 43 agreed actions 
had been fully implemented. A further follow up memo is due to be sent out in May 
2011. 
 
Home Care Establishment 
 
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. 
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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. 
 
The conclusions detailed within the final report attached at Appendix 5 were that: 
 
Internal audit is able to give a limited assurance opinion on the system of internal 
control operating within homecare establishment. 
 
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.   
 
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.  
 
A total of 23 actions for improvement were identified as part of the review with 14 being 
at high priority. 
 
14 of the agreed actions were confirmed as implemented within the audit report action 
plan. An internal audit follow up memo is due to be sent out in May 2011 for the 
remainder. 
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Lower Farm JMI Admin Black Final Account 
 
An audit review of the contractor’s final account for the Lower Farm School admin block 
was undertaken during July 2010 as part of the annual audit plan. The examination was 
performed in accordance with the requirements of the council’s former financial and 
contract rule 15.3 (b) which requires: 
• The contractor’s final account shall be made available to the Chief Internal Auditor 

wherever the contract’s value is £150,000 or more along with details relating to 
obtaining authority, planning, tendering, award, operation and payments relating to 
the project. 

 
The objectives of the audit were to assess the adequacy of controls governing financial 
and management arrangements, to assess the implementation of previously agreed 
actions and to seek assurance that: 
 
• Contractors and consultants have been chosen and appointed in accordance with 

the council’s requirements for a contract of this value, 
• All appropriate documentation has been obtained from the contractor and a suitable 

contract created, 
• The works have been controlled in accordance with contract’s requirements and the 

council’s financial and contract rules, and 
• All charges by and payments pertaining to the works are shown in the contractor’s 

accurate and timely final account. 
 
The conclusions detailed within the final report attached at Appendix 6 were that: 
 
Internal audit is able to give a limited assurance opinion on the system of internal 
control operating within the contractor’s final account for the Lower Farm School - admin 
block. 
 
A number of good practices were noted during the audit, including; 
• A capital finance report included funding for this project. 
• The tender list was obtained from the appropriate section of the council’s unified 

standing list of contractors. 
• A tender return form (TRF) was used to control the tendering exercise. 
• A portfolio holder opened the tenders. 
• Tenders were evaluated. 
• A letter of appointment was sent to the firm whose tender was accepted. 
• Letters were sent to unsuccessful firms. 
• The contractor provided evidence of insurance. 
• The contractor agreed that the council could revoke the contract in case of fraud 

and corruption. 
• Health and safety, and equalities documentation were provided. 
• The form 10 was completed and sent to the Health and Safety Executive. 
• Regular site meetings were chaired by the architect and monitored the project’s 

progress. 
• Architect’s instructions were written and delivered to the contractor. 
• The architect certified an extension of time following the contractor’s request. 
• Practical completion and making good of defects were certified. 
• The contractor produced a final account for the project. 
• Certificates show appropriate payments to the contractor. 
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A number of areas for improvement were identified;  
• A director’s authority was not obtained prior to this project being procured.   
• A service manager accepted the tender. 
• There is no evidence that a surety was provided. 
• There is no evidence that the contract has been recorded in a register. 
• The architect only priced two of his eleven instructions to the contractor. 
• The architect’s final instruction to the contractor was written on 3 March 2010; 

almost six years after the works had achieved practical completion. 
• The contractor’s request for an extension of time was granted some five years after 

the project achieved practical completion. 
• The architect certified the making good of defects some four months after the date 

set in the contract. 
• A valuation made on 20 June 2004 was not paid until 5 January 2005. 
• No documentation has been provided to evidence values shown in the contractor’s 

final account. 
• There is no evidence that the council agreed the proposed final contract sum. 
• The final account was presented for audit examination some eighteen months after 

the contractor prepared it. 
 
A total of 12 actions for improvement were identified as part of the review with 8 being 
at high priority. 
 
All actions were confirmed as implemented within the final audit report action plan. 
 
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. 
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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 
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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lis

e
d
. 

  
 

N
o
n
-a

c
h
ie

v
e
m

e
n
t 

o
f 

ta
rg

e
ts

. 
 R

e
s
tr

ic
te

d
 t

im
e
 a

v
a
ila

b
le

 i
n
 

w
h
ic

h
 t

o
 a

c
h
ie

v
e
 t

h
e
 p

la
n
. 

  
 

T
h
e
 t

e
a
m

 p
la

n
 h

a
s
 b

e
e
n
 f

in
a
lis

e
d
 a

n
d
 i
s
 

m
o
n
it
o
re

d
 o

n
 a

 q
u
a
rt

e
rl
y
 b

a
s
is

, 
w

it
h
 

a
p
p
ro

p
ri
a
te

 c
o
rr

e
c
ti
v
e
 a

c
ti
o
n
 t

a
k
e
n
 f

o
r 

th
e
 

n
o
n
-a

c
h
ie

v
e
m

e
n
t 

o
f 

a
c
ti
o
n
s
. 

(*
) 

O
p
e
ra

ti
o
n
s
 

M
a
n
a
g

e
r 

 
 Im

p
le

m
e
n
te

d
 

1
.2

 
**

 
T

h
ro

u
g

h
 r

e
v
ie

w
 o

f 
th

e
 t

ra
n
s
it
io

n
 a

n
d
 

le
a
v
in

g
 s

e
c
ti
o
n
 o

f 
th

e
 c

o
rp

o
ra

te
 

p
a
re

n
ti
n
g

 s
tr

a
te

g
y
 i
t 

w
a
s
 i
d
e
n
ti
fi
e
d
 

th
a
t 

n
o
t 

a
ll 

s
e
c
ti
o
n
s
 h

a
d
 b

e
e
n
 f

u
lly

 
c
o
m

p
le

te
d
. 

O
ff

ic
e
rs

 m
a
y
 n

o
t 

b
e
 a

w
a
re

 o
f 

th
e
ir
 r

o
le

s
 a

n
d
 

re
s
p
o
n
s
ib

ili
ti
e
s
. 

A
ll 

s
e
c
ti
o
n
s
 o

f 
th

e
 t

ra
n
s
it
io

n
 a

n
d
 l
e
a
v
in

g
 

c
a
re

 s
e
c
ti
o
n
 o

f 
th

e
 c

o
rp

o
ra

te
 p

a
re

n
ti
n
g

 
s
tr

a
te

g
y
 h

a
v
e
 n

o
w

 b
e
e
n
 c

o
m

p
le

te
d
. 

O
p
e
ra

ti
o
n
s
 

M
a
n
a
g

e
r 

 
 Im

p
le

m
e
n
te

d
 

               



T
ra
n
s
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n
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e
a
v
in
g
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a
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0
1
0
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2
. 

S
e
rv
ic
e
 P
e
rf
o
rm

a
n
c
e
 

 

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
: 

 

•
 

Q
u
a
rt

e
rl
y
 n

a
ti
o
n
a
l 
in

d
ic

a
to

r 
d
a
ta

 i
s
 c

o
lla

te
d
 a

n
d
 r

e
p
o
rt

e
d
 t

o
 t

h
e
 

p
e
rf

o
rm

a
n
c
e
 b

o
a
rd

. 

•
 

N
a
ti
o
n
a
l 
in

d
ic

a
to

r 
d
a
ta

 i
s
 c

o
lla

te
d
 o

n
 a

 q
u
a
rt

e
rl
y
 b

a
s
is

 t
o
 

s
u
m

m
a
ri
s
e
 W

a
ls

a
ll’

s
 p

e
rf

o
rm

a
n
c
e
 a

g
a
in

s
t 

th
a
t 

o
f 

a
ll 

o
th

e
r 

W
e
s
t 

M
id

la
n
d
s
 l
o
c
a
l 
a
u
th

o
ri
ti
e
s
. 

  
 

•
 

A
 k

e
y
 d

e
c
is

io
n
s
 d

o
c
u
m

e
n
t 

is
 p

ro
d
u
c
e
d
 b

y
 t

h
e
 i
n
fo

rm
a
ti
o
n
 a

n
a
ly

s
t 

fo
llo

w
in

g
 q

u
a
rt

e
rl
y
 p

e
rf

o
rm

a
n
c
e
 b

o
a
rd

 m
e
e
ti
n
g

s
. 

  
 

 

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

 
* 

A
 c

o
m

p
a
ra

ti
v
e
 c

o
s
ti
n
g

 e
x
e
rc

is
e
 w

it
h
 

s
im

ila
r 

s
e
rv

ic
e
 p

ro
v
id

e
rs

 h
a
s
 n

o
t 

b
e
e
n
 

u
n
d
e
rt

a
k
e
n
. 

U
n
a
b
le

 t
o
 d

e
m

o
n
s
tr

a
te

 
p
e
rf

o
rm

a
n
c
e
 a

g
a
in

s
t 

s
im

ila
r 

o
rg

a
n
is

a
ti
o
n
s
. 

  

M
a
n
a
g

e
m

e
n
t 

w
ill

, 
w

h
e
re

 p
o
s
s
ib

le
, 

c
o
m

p
a
re

 
c
o
s
ts

 o
f 

th
e
 s

e
rv

ic
e
 w

it
h
 t

h
o
s
e
 o

f 
s
im

ila
r 

s
e
rv

ic
e
 p

ro
v
id

e
rs

/o
rg

a
n
is

a
ti
o
n
s
 t

o
 e

n
s
u
re

 
th

e
 c

e
n
tr

e
 i
s
 o

p
e
ra

ti
n
g

 a
t 

o
p
ti
m

u
m

 c
o
s
t 

e
ff

ic
ie

n
c
y
. 

(*
) 

O
p
e
ra

ti
o
n
s
 

M
a
n
a
g

e
r 

  
 3
0
 A

p
ri
l 
2
0
1
1
 

     
           



T
ra
n
s
it
io
n
 a
n
d
 L
e
a
v
in
g
 C
a
re
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0
1
0
/1
1
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U
D
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8

3
. 

C
o
rp
o
ra
te
 P
e
rf
o
rm

a
n
c
e
 M

a
n
a
g
e
m
e
n
t 

 

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
 

F
o
r 
th
e
 f
in
a
n
c
ia
l 
y
e
a
r 
2
0
1
0
/1
1
 t
h
e
 p
ro
fi
le
d
 b
u
d
g
e
t 
to
 O
c
to
b
e
r 
2
0
1
0
 t
o
ta
ls
 £
6
8
5
,4
0
4
. 
A
c
tu
a
l 
n
e
t 
e
x
p
e
n
d
it
u
re
 

fo
r 
th
e
 s
a
m
e
 p
e
ri
o
d
 t
o
ta
ls
 £
6
0
9
,2
2
8
, 
a
n
 u
n
d
e
r 
s
p
e
n
d
 o
f 
£
7
6
,1
7
6
. 
 C
u
rr
e
n
t 
b
u
d
g
e
t 
fo
re
c
a
s
t 
re
p
o
rt
s
 p
re
p
a
re
d
 

b
y
 t
h
e
 s
e
n
io
r 
a
c
c
o
u
n
ta
n
t 
fo
r 
s
p
e
c
ia
li
s
t 
s
e
rv
ic
e
s
 i
n
d
ic
a
te
 a
n
 u
n
d
e
r 
s
p
e
n
d
 o
f 
£
1
6
,6
9
5
 a
t 
y
e
a
r 
e
n
d
 d
u
e
 t
o
 a
 

c
o
m
b
in
a
ti
o
n
 o
f 
s
m
a
ll
 s
a
v
in
g
s
 m

a
in
ly
 o
n
 p
a
y
m
e
n
ts
 t
o
 y
o
u
n
g
 p
e
o
p
le
. 

G
o
o
d
 p

ra
c
ti
c
e
 i
n
c
lu

d
e
s
: 

 

•
 

Q
u
a
rt

e
rl
y
 h

e
a
lt
h
 a

n
d
 s

a
fe

ty
 c

o
m

m
it
te

e
 m

e
e
ti
n
g

s
 t

a
k
e
 p

la
c
e
 t

o
 

re
v
ie

w
 c

u
rr

e
n
t 

s
a
fe

ty
 m

a
n
a
g

e
m

e
n
t 

s
ta

n
d
a
rd

s
 i
n
 p

la
c
e
. 

•
 

T
e
a
m

 m
e
e
ti
n
g

s
 t

a
k
e
 p

la
c
e
 o

n
 a

 m
o
n
th

ly
 b

a
s
is

 a
n
d
 a

re
 m

in
u
te

d
. 

•
 

T
h
e
 s

e
rv

ic
e
 a

c
c
o
u
n
ta

n
t 

p
ro

v
id

e
s
 t

h
e
 o

p
e
ra

ti
o
n
a
l 
m

a
n
a
g

e
r 

w
it
h
 m

o
n
th

ly
 

b
u
d
g

e
t 

m
o
n
it
o
ri
n
g

 i
n
fo

rm
a
ti
o
n
. 

 

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
 

3
.1

 
**

* 
F

ro
m

 a
 s

a
m

p
le

 o
f 

3
 s

ic
k
n
e
s
s
 

a
b
s
e
n
c
e
s
 s

e
le

c
te

d
, 

it
 w

a
s
 f

o
u
n
d
: 

•
 

In
 2

 c
a
s
e
s
 a

 r
e
tu

rn
 t

o
 w

o
rk

 f
o
rm

 
h
a
d
 n

o
t 

b
e
e
n
 c

o
m

p
le

te
d
. 

(N
H

, 
T

H
) 

•
 

In
 3

 c
a
s
e
s
 t

h
e
 r

e
a
s
o
n
 f

o
r 

n
o
t 

is
s
u
in

g
 a

 n
o
ti
c
e
 o

f 
c
o
n
c
e
rn

 w
a
s
 

n
o
t 

d
o
c
u
m

e
n
te

d
. 

(N
H

,T
H

, 
D

W
).

 
 

N
o
n
-c

o
m

p
lia

n
c
e
 w

it
h
 t

h
e
 

c
o
u
n
c
il’

s
 s

ic
k
n
e
s
s
 

m
a
n
a
g

e
m

e
n
t 

p
ro

c
e
d
u
re

s
. 

. 
 

 

R
e
tu

rn
 t

o
 w

o
rk

 i
n
te

rv
ie

w
s
 a

re
 n

o
w

 
c
o
m

p
le

te
d
 w

it
h
in

 3
 d

a
y
s
 o

f 
th

e
 e

m
p
lo

y
e
e
’s

 
re

tu
rn

 t
o
 w

o
rk

 w
h
e
re

 p
o
s
s
ib

le
 a

n
d
 t

h
e
 

a
p
p
ro

p
ri
a
te

 f
o
rm

 c
o
m

p
le

te
d
 a

n
d
 s

ig
n
e
d
 b

y
 

th
e
 e

m
p
lo

y
e
e
 a

n
d
 m

a
n
a
g

e
r.

  
 

 E
x
p
la

n
a
ti
o
n
s
 f

o
r 

n
o
ti
c
e
s
 o

f 
c
o
n
c
e
rn

 n
o
t 

b
e
in

g
 i
s
s
u
e
d
 t

o
 e

m
p
lo

y
e
e
s
 a

re
 n

o
w

 
re

c
o
rd

e
d
 o

n
 t

h
e
 r

e
tu

rn
 t

o
 w

o
rk

 f
o
rm

. 
 

O
p
e
ra

ti
o
n
s
 

M
a
n
a
g

e
r 

  
 Im

p
le

m
e
n
te

d
 

3
.2

 
**

* 
A

 b
u
s
in

e
s
s
 c

o
n
ti
n
u
it
y
 p

la
n
 i
s
 n

o
t 

in
 

p
la

c
e
. 

 
  

In
a
b
ili

ty
 t

o
 d

e
m

o
n
s
tr

a
te

 t
h
a
t 

a
p
p
ro

p
ri
a
te

 a
c
ti
o
n
 i
n
 t

h
e
 

e
v
e
n
t 

o
f 

a
n
 e

m
e
rg

e
n
c
y
/ 

in
te

rr
u
p
te

d
 f

u
n
c
ti
o
n
 w

ill
 b

e
 

u
n
d
e
rt

a
k
e
n
. 

  
  

A
 b

u
s
in

e
s
s
 c

o
n
ti
n
u
it
y
 p

la
n
 w

ill
 b

e
 

d
o
c
u
m

e
n
te

d
, 

a
p
p
ro

v
e
d
 a

n
d
 f

o
llo

w
e
d
. 

T
h
e
re

a
ft

e
r,

 t
h
e
 p

la
n
 w

ill
 b

e
 r

e
v
ie

w
e
d
 o

n
 a

n
 

a
n
n
u
a
l 
b
a
s
is

 a
n
d
 s

ig
n
e
d
 a

n
d
 d

a
te

d
 b

y
 t

h
e
 

c
o
m

p
le

ti
n
g

 o
ff

ic
e
r.

 
   

O
p
e
ra

ti
o
n
s
 

M
a
n
a
g

e
r 

 
 3
0
 A

p
ri
l 
2
0
1
1
 



T
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a
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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
 

3
.3

 
**

 
T

h
e
 t

ra
n
s
it
io

n
 a

n
d
 l
e
a
v
in

g
 c

a
re

 r
is

k
 

a
s
s
e
s
s
m

e
n
t 

is
 n

o
t 

in
 t

h
e
 c

u
rr

e
n
t 

c
o
rp

o
ra

te
 f

o
rm

a
t.

  
 

N
o
n
-c

o
m

p
lia

n
c
e
 w

it
h
 

c
o
rp

o
ra

te
 p

ro
c
e
d
u
re

s
. 

 O
u
t 

o
f 

d
a
te

 r
e
c
o
rd

s
. 

 

T
h
e
 t

ra
n
s
it
io

n
 a

n
d
 l
e
a
v
in

g
 c

a
re

 r
is

k
 

a
s
s
e
s
s
m

e
n
t 

w
ill

 b
e
 i
n
c
o
rp

o
ra

te
d
 i
n
to

 t
h
e
 

c
u
rr

e
n
t 

c
o
rp

o
ra

te
 t

e
m

p
la

te
. 

 
 

O
p
e
ra

ti
o
n
s
 

M
a
n
a
g

e
r 

 
 2
8
 F

e
b
ru

a
ry

 2
0
1
1
 

3
.4

 
**

 
T

h
e
 d

ir
e
c
to

ra
te

 h
e
a
lt
h
 a

n
d
 s

a
fe

ty
 

c
o
m

m
it
te

e
 t

e
rm

s
 o

f 
re

fe
re

n
c
e
 h

a
s
 n

o
t 

b
e
e
n
 u

p
d
a
te

d
 t

o
 r

e
fl
e
c
t 

m
a
n
u
a
l 

c
h
a
n
g

e
s
 m

a
d
e
 a

n
d
 i
s
 n

o
t 

d
a
te

d
. 

 F
u
rt

h
e
r,

 t
h
e
 l
o
n
e
 w

o
rk

in
g

 
a
rr

a
n
g

e
m

e
n
t 

d
o
c
u
m

e
n
t 

d
o
e
s
 n

o
t 

in
c
lu

d
e
 t

h
e
 d

a
te

 o
f 

c
o
m

p
le

ti
o
n
. 

  

U
n
c
le

a
r 

ro
le

s
 a

n
d
 

re
s
p
o
n
s
ib

ili
ti
e
s
. 

 In
c
o
m

p
le

te
 /

 u
n
a
u
th

o
ri
s
e
d
 

d
o
c
u
m

e
n
ts

. 
 U

n
a
b
le

 t
o
 i
d
e
n
ti
fy

 r
e
v
ie

w
 

d
a
te

s
. 

 

T
h
e
 d

ir
e
c
to

ra
te

 h
e
a
lt
h
 a

n
d
 s

a
fe

ty
 c

o
m

m
it
te

e
 

te
rm

s
 o

f 
re

fe
re

n
c
e
 h

a
s
 b

e
e
n
 u

p
d
a
te

d
 a

n
d
 

w
ill

 b
e
 a

p
p
ro

v
e
d
 b

y
 t

h
e
 c

h
ild

re
n
’s

 s
e
rv

ic
e
 

h
e
a
lt
h
 a

n
d
 s

a
fe

ty
 b

o
a
rd

. 
 L
o
n
e
 w

o
rk

in
g

 a
rr

a
n
g

e
m

e
n
ts

 w
ill

 i
n
c
lu

d
e
 t

h
e
 

d
a
te

 o
f 

c
o
m

p
le

ti
o
n
. 

  

O
p
e
ra

ti
o
n
s
 

M
a
n
a
g

e
r 

 
 3
0
 A

p
ri
l 
2
0
1
1
 

 3
1
 M

a
rc

h
 2

0
1
1
 

3
.5

 
**

* 
F

ro
m

 a
 s

a
m

p
le

 o
f 

4
 I

P
M

’s
 s

e
le

c
te

d
, 

it
 

w
a
s
 f

o
u
n
d
: 

•
 

In
 1

 c
a
s
e
 a

n
 I

P
M

 h
a
d
 n

o
t 

b
e
e
n
 

s
ig

n
e
d
 a

n
d
 d

a
te

d
 b

y
 t

h
e
 e

m
p
lo

y
e
e
 

a
n
d
 m

a
n
a
g

e
r.

 (
S

B
) 

•
 

In
 2

 c
a
s
e
s
 t

h
e
 d

a
te

s
 o

f 
th

e
 c

u
rr

e
n
t 

a
n
d
 p

re
v
io

u
s
 I

P
M

 h
a
d
 n

o
t 

b
e
e
n
 

fu
lly

 c
o
m

p
le

te
d
 o

n
 t

h
e
 f

ro
n
t 

s
h
e
e
t.

 
(B

M
, 

S
B

) 

•
 

In
 1

 c
a
s
e
 a

n
 I

P
M

 f
o
rm
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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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1. Please thank the resilience manager and the senior resilience officer for their 
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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
 a

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
ti
fi
c
a
ti
o
n
 m

e
a
s
u
re

s
 

a
re

 n
o
w

 r
e
q

u
ir
e
d
 /
 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

 w
a
rr

a
n
ty

 p
e
ri
o
d
 

e
x
p
ir
e
s
 a

s
 a

 g
e
s
tu

re
 o

f 
g
o
o
d
w

ill
. 

 T
h
is

 i
s
 

a
 c

o
n
s
e
q

u
e
n
c
e
 o

f 
th

e
re

 b
e
in

g
 n

o
 t

e
rm

s
 

a
n
d
 c

o
n
d
it
io

n
s
. 
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e
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c
e
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e
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m
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3
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P
e
rf
o
rm

a
n
c
e
 M
a
n
a
g
e
m
e
n
t 

 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
 

 

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
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il
it
y
 &
 

T
im

e
s
c
a
le
 

3
.1

 
**

* 
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 
is

 
in

e
ff

e
c
ti
v
e
 i
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
 i
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
 E

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
 E

P
A

 t
ra

in
in

g
 o

n
 6

 O
c
to

b
e
r 

2
0
1
0
. 

 

R
e
s
ili

e
n
c
e
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a
n
a
g

e
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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
tp

u
ts

 f
ro

m
 E

P
A

’s
 a

re
 n

o
w

 f
a
c
to

re
d
 

in
to

 t
ra

in
in

g
 p

la
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
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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
. 
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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
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m
a
n
a
g

e
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p
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m
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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
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p
g
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d
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 c
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n
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a
c
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n
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e
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p
p
o
in
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d
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r 
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e
 m

a
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n
a
n
c
e
 c

o
n
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a
c
t 
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o
m
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u
g

u
s
t 
2
0
0
9
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lt
h
o
u
g

h
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h
e
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o
n
tr

o
l 
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o
m

 d
id

 n
o
t 

n
e
e
d
 t
o
 f
u
lly

 
c
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s
e
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e
 u

p
g
ra

d
e
 h

a
d
 a

 m
a
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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
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x
im

a
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 6

 w
e
e
k
s
. 
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h
e
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x
-i
n
te

ri
m

 
s
u
rv
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ill

a
n
c
e
 u

n
it
 m

a
n
a
g

e
r 

in
fo

rm
e
d
 t

h
e
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u
d
it
o
r 

th
a
t 
h
e
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n
e
w

 t
h
a
t 
th

e
re

 w
o
u

ld
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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
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u
t 
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 n
o
t 
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a
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e
 h

o
w

 l
o
n
g
 

th
e
 u

p
g
ra

d
e
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o
u
ld

 t
a
k
e
. 
T

h
e
 u

p
g

ra
d
e
 h

a
s
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s
u
lt
e
d
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n
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 l
o
s
s
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f 
s
e
rv
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e
 f

o
r 

s
o
m

e
 a
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a
s
 t

h
a
t 

s
h
o
u
ld

 b
e
 m

o
n
it
o
re

d
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y
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h
e
 s

u
rv
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n
c
e
 u

n
it
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n
d
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e
s
e
 p
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b
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m
s
 h

a
v
e
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o
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y
e
t 

b
e
e
n
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e
s
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d
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h
e
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s
 l
it
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e
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n
c
e
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h
a
t 
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d
e
q

u
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te

 p
ro
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c
t 

m
a
n
a
g

e
m

e
n
t 

w
a
s
 p

e
rf

o
rm
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d
 d

u
ri
n
g
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h
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 d
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it
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p
g
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c
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n
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m
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n
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n
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n
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 d
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c
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 c
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 c
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n
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je
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b
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c
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n
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n
d
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n
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n
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u
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c
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A

n
y
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n
c
id

e
n
ts
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r 
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c
ti
o
n
s
 h

a
v
e
 t

o
 b

e
 l
o
g
g

e
d
 o

n
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o
 

th
e
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T
A

S
 s

y
s
te

m
 b

y
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h
e
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C
T

V
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p
e
ra
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a
c
h
 

d
a
y
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 T
h
e
 V

T
A

S
 s

y
s
te

m
 i
s
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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
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b
u
t 

b
a
c
k
 u

p
 i
s
 n

o
t 
d
o
n
e
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t 
s
p
e
c
if
ic
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n
te

rv
a
ls
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 T

h
e
 s

y
s
te

m
 i
s
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a
c
k
e
d
 u

p
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h
e
n
 

th
e
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C
T

V
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p
e
ra
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rs
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s
s
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h
e
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u
tt

o
n
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c
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o
n
 i
t.
  

 W
h
e
re

 b
a
c
k
u
p
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e
rf

o
rm

e
d
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e
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a
c
k
u
p
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rm
a
ti
o
n
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 n

o
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g
u
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 r

e
g

u
la
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b
a
c
k
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ro
c
e
d
u
re

 h
a
s
 b

e
e
n
 

im
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e
n
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d
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o
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v
e
n
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o
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f 
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 d

a
ta

. 
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c
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e
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o
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b
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c
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p
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 p
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c
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c
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 b
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b
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c
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 f
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b
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 c
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b
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c
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b
e
in

g
 

c
o
m

p
lie

d
 w

it
h
 p
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c
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c
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c
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d
d
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n
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o
t 

b
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in
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e
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rm
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n
d
 n
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c
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n
c
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b
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c
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c
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 b
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n
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f 
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 c
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 a

b
s
e
n
c
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a
n
a
g

e
m

e
n
t 

p
ro

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

b
s
e
n
c
e
s
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a
v
e
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b
e
e
n
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e
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o
 t

h
a
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y
 c
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e
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p
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c
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e
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s
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e
n
c
e
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a
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d
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c
u
s
s
e
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h
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w

it
h
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h
e
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n
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h
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a
n
c
e
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n
it
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n
d
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h
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y
 

a
d
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o
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c
e
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h
e
 b

u
d
g

e
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a
c
c
o
u
n
ta

b
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e
m

o
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o
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2
0
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n
w
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a
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b
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in
e
d
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h
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d
e
n
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e
d
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h
a
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e
 

h
e
a
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f 
s
a
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a
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p
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n
e
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a
s
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e
s
p
o
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r 
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e
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u
d
g

e
t 
p
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o
r 
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 A
p
ri
l 
2
0
1
0
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s
 t
h
e
 

p
re

v
io

u
s
 m

a
n
a
g

e
r 

w
a
s
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 t
e
m

p
o
ra
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e
r.

  
A

c
c
o
u
n
ta

b
ili

ty
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e
m

o
s
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a
v
e
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o
t 

y
e
t 

b
e
e
n
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u
e
d
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r 

2
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1
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1
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u
t 
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e
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c
c
o
u
n
ta

n
t 
a
d
v
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e
d
 t

h
a
t 
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e
s
e
 

a
re

 p
la

n
n
e
d
 t
o
 b

e
 i
s
s
u
e
d
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A
c
c
o
u
n
ta

b
ili

ty
 m

a
y
 b

e
 

u
n
c
le

a
r,

 l
e
a
d
in

g
 t
o
 

b
u
d
g

e
t 

o
v
e
rs

p
e
n
d
s
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T
h
e
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d
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p
u
b
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s
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w
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n
e
d
 t
h
e
 a

n
 a

c
c
o
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b
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 p
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 b
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 c
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 b
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t 
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c
u
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 D
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c
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 b
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 c
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 b
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 d
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f 
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c
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c
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 s
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 c
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r 
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n
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 d
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f 
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c
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c
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c
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 d
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T
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n
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u
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n

c
e
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a
n
a
g

e
r 

a
d
v
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d
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h
e
 

a
u
d
it
o
r 
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a
t 
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e
 s

u
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e
ill
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n
c
e
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n
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a
s
 u

s
e
d
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p
e
c
if
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s
u
p
p
lie
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o
r 

s
e
v
e
ra

l 
y
e
a
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 b
u
t 

c
h
e
c
k
s
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a
v
e
 n

o
t 

b
e
e
n
 

p
e
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e
d
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n
s
u
re

 t
h
a
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y
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 c
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e
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v
e
. 
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m
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h
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 c
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n
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r 
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ll 

s
u
p
p
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s
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w

 b
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n
 

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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c
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l 
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n
g
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m
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n
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d
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q

u
a
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u
p
p
lie
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h
a
v
e
 b

e
e
n
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o
u
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e
d
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n
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c
c
o
rd

a
n
c
e
 

w
it
h
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h
e
 c

o
u
n
c
il’
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u
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s
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n
d
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h
a
t 

b
e
s
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v
a
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m
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u
p
p
lie
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s
 b

e
in
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b
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R
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R
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T

h
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rv
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n
c
e
 u

n
it
 d
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e
s
 n

o
t 
h
a
v
e
 a

 p
ro

c
e

d
u
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 n
o
te

 
s
e
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in
g

 o
u
t 
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e
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c
e
s
s
 f
o
r 

p
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v
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g
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u
o
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o
n
s
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r 
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n
s
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n
t 
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c
ti
c
e
s
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a
y
 

e
v
o
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e
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 O
ff

ic
e
rs

 m
a
y
 b

e
 

u
n
a
w

a
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f 

th
e
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d
u
ti
e
s
/ 
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s
p
o
n
s
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e
s
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c
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 b
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n
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c
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c
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Q
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o
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o
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 c
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 d
o
 n
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t 
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c
lu

d
e
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rm
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n
d
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o
n
d
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 c
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n
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il 
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h
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g
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f 
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n
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 c
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n
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n
s
 a

re
 

n
o
t 
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u
t 
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 d
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c
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n
c
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r 
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u
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n
s
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d
u
c
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t 
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s
e
d
 o

n
 f
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ll 
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t 
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h
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n
io

r 
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n
c
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ff
ic
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r 
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h
te

d
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o
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h
e
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u
d
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r 
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t 
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o
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 b
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in

g
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n
c
u
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e
d
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y
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h
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u
rv
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n
c
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 d
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e
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o
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t 
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in

g
 d
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w

n
 d

u
ri
n
g
 t

h
e
 1

2
-m
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n
th

 w
a
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 p
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ri
o
d
 

w
it
h
 n
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n
s
ta
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o
n
 c
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 b
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in
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c
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h
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u
ll 
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t 
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f 

p
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v
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g
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o
rk
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a
y
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o
t 
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e
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e
c
o
v
e
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h
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 c
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u
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 l
e
a
d
 t

o
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s
s
 f

o
r 

th
e
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o
u
n
c
il/

th
e
 c

o
u
n
c
il 

s
u
b
s
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g
 

e
x
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a
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p
ro

v
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r 
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 p
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c
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m

a
n
a
g

e
m
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n
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s
e
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 f
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r 
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s
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o
n
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 c
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u
n
c
il 

d
e
p
a
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m
e
n
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o
r 

w
h
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h
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h
e
y
 c

h
a
rg
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2
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%
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e
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o
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s
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o
n
 p
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c
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s
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u
o
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o
n
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r 
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e
 c

o
s
t 
o
f 

w
o
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s
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a
s
e
d
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n
 t
h
e
 c

o
s
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f 

e
x
te
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a
l 
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s
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o
n
 c

o
n
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c
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n
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o
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m
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g
 c
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a
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o
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e
n
d
e
n
t 
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e
c
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o
n
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u
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e
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u
d
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 d
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e
s
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e
c
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w
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h
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u
d
g

e
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 b
e
in

g
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e
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o
g

e
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e
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n
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g
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m

e
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t 
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o
n
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s
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p
a
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d
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b
u
d
g

e
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 c

o
n
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o
l 
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a
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u
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r 
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e
ill

a
n
c
e
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e
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n
d
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h
e
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u
d
g

e
t 
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r 
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e
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C
T

V
 

o
p
e
ra

to
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 n
o
w
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p
lit

 s
o
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h
a
t 
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c
o
m

e
 

re
c
h
a
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e
s
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n
d
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x
p
e
n
d
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u
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 c
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a
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y
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e
n
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a
b
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o
r 

b
o
th
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a
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p
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n
it
o
ri
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o
u
r 
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d
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 l
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k
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y
s
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m
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h
o
u
g

h
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n
c
o
m

e
 f
ro

m
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e
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a
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a
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n
g

 b
u
s
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e
s
s
e
s
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s
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e
c
e
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e
d
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h
e
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g

e
n
e
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o
n
 d
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c
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e
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u
d
it
o
r 
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s
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n
fo
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e
d
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h
a
t 

d
u
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n
g
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0
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0
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g

e
n
e
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ti
o
n
 d
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e
c
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ra
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 p
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h
e
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u
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a
n
c
e
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n
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£
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3
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0
0
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n
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e
s
p
e
c
t 

o
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 s

e
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e
, 

b
u
t 
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n
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1
4
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0
0
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s
 

e
x
p
e
c
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d
 d

u
ri
n
g
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0
1
0
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1
, 

a
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h
o
u
g

h
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h
e
 s

a
m

e
 l
e
v
e
l 
o
f 

s
e
rv
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e
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s
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u
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e
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n
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u
d
g
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 l
e
v
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m
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h
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u
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n
c
e
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n
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a
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e
d
 w
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h
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e
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m
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h
e
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g

e
n
e
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o
n
 d
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e
c
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o
 d

e
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in

e
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o
lu
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o
n
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o
r 

s
e
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e
 d
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h
in
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e
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x
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n
g
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e
s
o
u
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e
 c

o
n
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a
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u
ll 
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s
p
o
n
s
ib
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ty

 f
o
r 

th
e
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u
n
n
in

g
 o

f 
th

e
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e
ta

il 
R

a
d
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 L
in

k
 s

y
s
te

m
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a
s
 

h
a
n
d
e
d
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v
e
r 

to
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h
e
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e
s
ili

e
n
c
e
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n
it
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o
m

 1
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m

b
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r 

2
0
1
0
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h
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 i
n
c
lu

d
e
d
 

a
ll 

o
f 

th
e
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o
c
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n
c
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s
 p
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rf
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d
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y
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n
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p
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d
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e
e
t.
  
W

h
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o
b
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s
 c
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m
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n
d
 d

u
e
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o
 b

e
 r
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c
h
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d
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h
e
 s

u
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e
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o
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 d
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r 
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In
c
o
m

e
, 

in
c
lu

d
in

g
 

g
ra

n
t 
in

c
o
m

e
, 

is
 

n
o
t 

p
ro

p
e
rl
y
 

a
c
c
o
u
n
te

d
 f
o
r.

 
 F

ra
u
d
, 
ir
re

g
u
la

ri
ty

 
a
n
d
 e

rr
o
r 

o
c
c
u
r 

a
n
d
 a
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d
e
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c
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. 
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o
n
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w

 b
e
e
n
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m
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m
e
n
te
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u
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: 

•
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e
re
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s
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n
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d
e
q

u
a
te

 s
e
g
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g
a
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o
n
 

o
f 

d
u
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e
s
 f
o
r 

c
o
m

m
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s
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n
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g
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n
d
 

c
o
m

p
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n
g

 w
o
rk

; 

•
 

a
 c
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a
r 

a
u
d
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e
x
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m
 

c
o
m

m
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s
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n
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g
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o
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o
m

p
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o
n
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f 
w

o
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s
 d

e
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n
g
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d
e
q

u
a
te
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a
ti
o
n
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b
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 c
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 c
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c
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c
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b
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 p
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c
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b
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 EXECUTIVE SUMMARY 
 

A.       Introduction 
 
1.       An audit review of social care and inclusion transport services (including 

transport services reconfiguration) was undertaken during February and March 
2010 as part of the annual audit plan. 

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

financial and management arrangements, and to seek assurance that: 
 

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

• the process for reconfiguration of adult transport services has been 
effectively managed and progress against any actions arising are being 
robustly monitored;   

• the selection of contractor/s is in accordance with financial and contract 
rules; 

• payment mechanism controls to the contractor/s are robust;   

• contract performance is monitored and managed; 

• contract quality and monitoring procedures are in place;  

• effective management information and budgetary control exists;  

• there are policies and procedures in place for the charging of service users 
for transport provision and charges are made in accordance with these;  

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

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

• previously agreed audit report actions have been fully implemented. 
 
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 
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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. 

 
 
 
 
 
 
 
 
 
 
 
 
 



Social Care & Inclusion  

Transport Services 
Audit Report 2009 / 2010 

 

 

 3

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

internal control operating within social care and inclusion transport services, 
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 review, including: 

• the introduction of the new electronic ‘swipe card’ facility which seeks to 
address weaknesses in the previously fallible charging mechanism; 

• adult services within social care & inclusion are in the process of 
reviewing the way in which transportation services are delivered as part 
of their transport services reconfiguration exercise. 

• social care & inclusion (the commissioner) has an embedded working 
relationship with fleet services (the provider); and 

• social care & inclusion undertake a user survey every two years to elicit 
views and identify areas of potential improvement. 

 
3. Some areas of improvement have, however, been identified including: 

• the need to strategically map social care & inclusion directorate’s aims 
and objectives in respect of service user transportation;  

• ensuring that the current split between the internal and external 
sourced transport services provided, are formally documented to 
increase the levels of transparency across transport services;  
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• undertaking urgent remedial action to recover progress on the adult 
services transportation reconfiguration exercise being undertaken and 
also ensuring that the project is properly risk assessed;  

• ensuring that debts in relation to the council’s previous charging policy 
which had to be suspended, are recovered or written off as appropriate 
and that a ‘lessons learned’ exercise be undertaken to ensure that 
similar issues do not occur in future; and  

• implementing a consistent and robust management information 
framework to assist managers in both strategic and operational 
decision making.  

 
4. Of the 12 agreed actions which remain applicable from the last audit, all were 

confirmed as implemented by the fleet services manager on 7 August 2007.At 
the time of this audit, 9 agreed actions were found to be fully implemented. 
The 3 unimplemented, or partially implemented, actions have been reiterated 
in this report, marked (*) in the action plan. 

 
5. There are 7 high priority actions, as follows:- 
 

Section Action 

Plan Ref. 

Agreed Action 

Planning, 
Strategies and 
Consultation 

1.1 A strategy will be created and agreed, 
articulating the social care & inclusion 
directorate’s aims and objectives in 
respect of service user transportation.  
 
Once a strategy has been agreed and 
adopted, this will be detailed in a plan for 
the service, providing clear actions, 
responsibilities and timescales for 
achievement. 

1.3 The current split between the internal and 
external sourced transport services 
provided will be formally documented to 
increase the levels of transparency across 
transport services. 

1.4 A robust plan of actions, timescales and 
responsible officers will be developed in 
order to make the necessary changes to 
identify the efficiencies identified following 
recent reviews of the service.   
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Section Action 

Plan Ref. 

Agreed Action 

Reconfiguration 2.1 The adult services transportation 
reconfiguration project plan will be 
updated to incorporate the latest 
objectives and timelines. Each action will 
be formally allocated to an officer for 
accountability and increased 
transparency, together with a timeline for 
implementation. 
 
Milestones will be closely monitored. 
Where these are not met, urgent remedial 
action will be undertaken to recover the 
plan.  

Contractor 
Selection 

3.1 The planned tender exercise has now 
been undertaken for social care & 
inclusions’ taxi provision. The contract 
commenced with effect from 1 April 2010.   

Policies & 
Procedures for 
Charging 

4.1 Many of the debts involved are 
uneconomic to pursue and will be written 
off. 
 
As the implementation of the new process 
is now in its second phase, it is considered 
that undertaking a lesson learnt exercise 
would serve no purpose. 

Management 
Information & 
Budgetary Control 

6.1 A management information framework will 
be formally introduced, incorporating a 
scheduled production of key management 
information reports. 
 
These management reports will then be 
reviewed by senior officers on a regular 
periodic basis and any adverse issued 
reported, should be promptly identified 
and acted upon.  
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C. Summary of Findings 
 

 Full 

Assurance 

Significant 

Assurance 

Limited 

Assurance 

No 

Assurance 

Planning, Strategies 
and Consultation 

  �  

Reconfiguration   �  

Contractor Selection  �   

Policies & 
Procedures for 
Charging 

  �  

Contract 
Performance 

 �   

Management 
Information & 
Budgetary Control 

 �   

Partnership Working   �  

Fraud & Irregularity  �   

 

 

D. Acknowledgements 
 
1. Please thank all relevant staff for their help and co-operation during the audit, 
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g

u
ra

ti
o
n
 e

x
e
rc

is
e
 w

ill
 

b
e
 u

n
d
e
rt

a
k
e
n
. 

  

L
e
a
d
 o

ff
ic

e
r 

o
n
 

b
e
h
a
lf
 o

f 
S

C
&

I 
E

x
e
c
u
ti
v
e
 

D
ir
e
c
to

ra
te

 
M

a
n
a
g

e
m

e
n
t 

T
e
a
m
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c
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C
o
n
tr
a
c
to
r 
S
e
le
c
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
: 

 

•
 

F
in

a
n
c
ia

l 
a
n
d
 c

o
n
tr

a
c
t 

ru
le

s
 s

e
t 

o
u
t 

th
e
 f

ra
m

e
w

o
rk

 i
n
 w

h
ic

h
 o

ff
ic

e
rs

 
s
h
o
u
ld

 p
ro

c
u
re

. 
 

 

•
 

T
h
e
 s

e
rv

ic
e
s
 c

u
rr

e
n
t 

u
s
e
 o

f 
m

in
ib

u
s
 c

o
m

p
a
n
ie

s
 i
s
 f

o
rm

a
lis

e
d
 i
n
 

s
ig

n
e
d
 a

g
re

e
m

e
n
ts

, 
w

h
ic

h
 a

re
 h

e
ld

 b
y
 l
e
g

a
l 
s
e
rv

ic
e
s
. 

W
h
ile

 t
h
e
 

a
g

re
e
m

e
n
ts

 e
x
p
ir
e
d
 i
n
 S

e
p
te

m
b
e
r 

2
0
0
9
, 

th
e
 c

o
u
n
c
il 

h
a
s
 

te
m

p
o
ra

ri
ly

 e
x
te

n
d
e
d
 t

h
e
 c

o
n
tr

a
c
t 

u
n
d
e
r 

a
 c

a
ll 

o
ff

 a
rr

a
n
g

e
m

e
n
t,

 
u
n
ti
l 
th

e
 o

u
tc

o
m

e
 o

f 
th

e
 t

ra
n
s
p
o
rt

 s
e
rv

ic
e
s
 r

e
c
o
n
fi
g

u
ra

ti
o
n
 e

x
e
rc

is
e
 

is
 k

n
o
w

n
. 

 

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
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e
d
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c
ti
o
n
 

R
e
s
p
o
n
s
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il
it
y
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T
im
e
s
c
a
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3
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T
o
 d

a
te

, 
th

e
 u

s
e
 o

f 
ta

x
i 
fi
rm

s
 f

o
r 

th
e
 

p
ro

v
is

io
n
 o

f 
s
o
c
ia

l 
c
a
re

 a
n
d
 i
n
c
lu

s
io

n
 

tr
a
n
s
p
o
rt

a
ti
o
n
 p

ro
v
is

io
n
 h

a
s
 n

o
t 

b
e
e
n
 

s
o
u
rc

e
d
 u

s
in

g
 t

h
e
 c

o
u
n
c
il’

s
 f

o
rm

a
l 

te
n
d
e
ri
n
g

 p
ro

c
e
d
u
re

s
 a

s
 s

e
t 

o
u
t 

in
 

fi
n
a
n
c
ia

l 
a
n
d
 c

o
n
tr

a
c
t 

ru
le

s
. 

  
 T

h
e
 a

u
d
it
o
r 

w
a
s
 i
n
fo

rm
e
d
 t

h
a
t 

th
is

 i
s
 

c
u
rr

e
n
tl
y
 b

e
in

g
 a

d
d
re

s
s
e
d
 i
n
 a

 t
e
n
d
e
r 

e
x
e
rc

is
e
 w

h
ic

h
 w

ill
 s

h
o
rt

ly
 t

a
k
e
 p

la
c
e
 

w
it
h
 a

s
s
is

ta
n
c
e
 f

ro
m

 l
e
g

a
l 
s
e
rv

ic
e
s
 

a
n
d
 p

ro
c
u
re

m
e
n
t.

  
 

  
 

L
a
c
k
 o

f 
a
d
h
e
re

n
c
e
 t

o
 t

h
e
 

c
o
u
n
c
il’

s
 f

in
a
n
c
ia

l 
a
n
d
 

c
o
n
tr

a
c
t 

ru
le

s
. 

 
 In

 t
h
e
 a

b
s
e
n
c
e
 o

f 
a
 f

o
rm

a
l 

te
n
d
e
r 

p
ro

c
e
s
s
, 

in
a
b
ili

ty
 t

o
 

d
e
m

o
n
s
tr

a
te

 v
a
lu

e
 f

o
r 

m
o
n
e
y
; 

n
o
r 

a
n
 o

p
e
n
 a

n
d
 

tr
a
n
s
p
a
re

n
t 

p
ro

v
id

e
r 

s
e
le

c
ti
o
n
 /

 p
ro

c
u
re

m
e
n
t 

e
x
e
rc

is
e
 f

o
r 

s
e
rv

ic
e
 p

ro
v
is

io
n
. 

T
h
e
 p

la
n
n
e
d
 t

e
n
d
e
r 

e
x
e
rc

is
e
 h

a
s
 n

o
w

 b
e
e
n
 

u
n
d
e
rt

a
k
e
n
 f

o
r 

s
o
c
ia

l 
c
a
re

 &
 i
n
c
lu

s
io

n
s
’ 
ta

x
i 

p
ro

v
is

io
n
. 

T
h
e
 c

o
n
tr

a
c
t 

c
o
m

m
e
n
c
e
d
 w

it
h
 

e
ff

e
c
t 

fr
o
m

 1
 A

p
ri
l 
2
0
1
0
. 
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u
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n
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n
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It
 w

a
s
 a

g
re

e
d
 a

s
 p

a
rt

 o
f 

th
e
 p

re
v
io

u
s
 

a
u
d
it
 r

e
v
ie

w
 t

h
a
t 

s
im

p
lif

ie
d
, 

e
a
s
y
 t

o
 

fo
llo

w
 a

n
d
 r

e
le

v
a
n
t 

g
u
id

a
n
c
e
 s

h
o
u
ld

 
b
e
 p

ro
d
u
c
e
d
 t

o
 h

e
lp

 e
n
s
u
re

 t
h
a
t 

s
o
c
ia

l 
w

o
rk

e
rs

 d
o
 n

o
t 

in
a
d
v
e
rt

e
n
tl
y
 b

re
a
c
h
 

c
o
n
tr

a
c
t 

a
n
d
 f

in
a
n
c
ia

l 
p
ro

c
e
d
u
re

 r
u
le

s
 

in
 t

h
e
ir
 p

ro
c
u
re

m
e
n
t 

o
f 

tr
a
n
s
p
o
rt

 
s
e
rv

ic
e
s
. 

A
t 

th
e
 t

im
e
 o

f 
th

is
 a

u
d
it
, 

th
e
 

a
u
d
it
o
r 

id
e
n
ti
fi
e
d
 t

h
is

 h
a
d
 y

e
t 

to
 b

e
 

im
p
le

m
e
n
te

d
. 

 
 

F
in

a
n
c
ia

l 
a
n
d
 c

o
n
tr

a
c
t 

ru
le

s
 

m
a
y
 b

e
 b

re
a
c
h
e
d
 

in
a
d
v
e
rt

e
n
tl
y
. 

S
im

p
lif

ie
d
, 

e
a
s
y
 t

o
 f

o
llo

w
 a

n
d
 r

e
le

v
a
n
t 

g
u
id

a
n
c
e
 w

ill
 b

e
 p

ro
d
u
c
e
d
 t

o
 h

e
lp

 e
n
s
u
re

 
th

a
t 

s
o
c
ia

l 
w

o
rk

e
rs

 d
o
 n

o
t 

in
a
d
v
e
rt

e
n
tl
y
 

b
re

a
c
h
 f

in
a
n
c
ia

l 
a
n
d
 c

o
n
tr

a
c
t 

ru
le

s
. 
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m

m
is
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n
in

g
 

m
a
n
a
g

e
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v
u
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e
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b
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d
u
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W
h
o
le

 l
if
e
 c

o
s
t 

is
 n

o
t 

c
u
rr

e
n
tl
y
 

c
o
n
s
id

e
re

d
 w

h
e
n
 e

v
a
lu

a
ti
n
g

 t
e
n
d
e
rs

. 
E

x
p
e
n
d
it
u
re

 o
v
e
r 

th
e
 l
if
e
 o

f 
th

e
 c

o
n
tr

a
c
t 

m
a
y
 b

e
 h

ig
h
e
r 

th
a
n
 n

e
c
e
s
s
a
ry
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c
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n
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x
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c
o
m
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d
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h
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h
 c

o
n
s
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e
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d
 a

n
d
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a
c
to
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d
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n
 

w
h
o
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 l
if
e
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o
s
t 

a
s
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a
r 

a
s
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a
ll 

o
ff

 c
o
n
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a
c
ts

 
a
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w
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m
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n
t 

m
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n
a
g

e
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P
o
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c
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s
 &
 P
ro
c
e
d
u
re
s
 f
o
r 
C
h
a
rg
in
g
 

 

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
: 

 

•
 

T
h
e
 c

o
u
n
c
il 

is
 a

w
a
re

 o
f 

w
e
a
k
n
e
s
s
e
s
 i
n
 t

h
e
 p

re
v
io

u
s
 c

h
a
rg

in
g

 
m

e
c
h
a
n
is

m
 a

n
d
 i
s
 c

o
n
s
e
q

u
e
n
tl
y
 i
n
 t

h
e
 p

ro
c
e
s
s
 o

f 
d
e
v
e
lo

p
in

g
 a

n
d
 

p
ilo

ti
n
g

 a
 n

e
w

 c
h
a
rg

in
g

 m
e
c
h
a
n
is

m
, 

n
a
m

e
ly

 t
h
e
 r

o
ll 

o
u
t 

o
f 

s
w

ip
e
 

c
a
rd

s
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R
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k
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x
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R
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A

 c
h
a
rg

in
g

 p
o
lic

y
 w

h
ic

h
 i
n
tr

o
d
u
c
e
d
 

c
h
a
rg

e
s
 f

o
r 

tr
a
n
s
p
o
rt

a
ti
o
n
 f

o
r 

s
o
c
ia

l 
c
a
re

 a
n
d
 i
n
c
lu

s
io

n
 s

e
rv

ic
e
 u

s
e
rs

 
c
o
m

m
e
n
c
e
d
 i
n
 D

e
c
e
m

b
e
r 

2
0
0
8
. 

 
 D

u
e
 t

o
 i
s
s
u
e
s
 r

e
la

ti
n
g

 t
o
 t

h
e
 a

c
c
u
ra

c
y
 

o
f 

d
a
ta

 c
o
lle

c
ti
o
n
 m

e
th

o
d
s
, 

a
 d

e
c
is

io
n
 

w
a
s
 m

a
d
e
 b

y
 c

a
b
in

e
t 

o
n
 2

4
 J

u
n
e
 

2
0
0
9
 t

o
 s

u
s
p
e
n
d
 c

h
a
rg

in
g

. 
 T

h
e
 a

u
d
it
o
r 

w
a
s
 i
n
fo

rm
e
d
 t

h
a
t 

a
 

n
u
m

b
e
r 

o
f 

d
e
b
ts

 f
ro

m
 i
n
v
o
ic

e
s
 i
n
 

re
s
p
e
c
t 

o
f 

th
is

 p
o
lic

y
, 

ra
is

e
d
 f

ro
m

 t
h
e
 

p
e
ri
o
d
 D

e
c
e
m

b
e
r 

2
0
0
8
 t

o
 M

a
rc

h
 

2
0
0
9
, 

a
re

 s
ti
ll 

b
e
in

g
 c

h
a
s
e
d
. 

S
o
m

e
 

h
a
v
e
 b

e
e
n
 p

a
s
s
e
d
 t

o
 a

 d
e
b
t 

c
o
lle

c
ti
o
n
 

a
g

e
n
c
y
 a

n
d
 s

o
m

e
 a

re
 d

u
e
 t

o
 b

e
 

c
o
n
s
id

e
re

d
 f

o
r 

w
ri
te

 o
ff

 a
s
 t

h
e
y
 a

re
 

u
n
e
c
o
n
o
m

ic
a
l 
to

 p
u
rs

u
e
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In
c
o
m

e
 d

u
e
 t

o
 t

h
e
 c

o
u
n
c
il 

m
a
y
 n

o
t 

b
e
 r

e
c
o
v
e
re

d
. 

 
 L
e
s
s
o
n
s
 m

a
y
 n

o
t 

b
e
 l
e
a
rn

e
d
. 

 

T
h
e
 r

e
m

a
in

in
g

 d
e
b
ts

 w
ill

 b
e
 r

e
v
ie

w
e
d
 a

n
d
 

a
c
ti
o
n
 t

a
k
e
n
 a

s
 a

p
p
ro

p
ri
a
te

. 
M

a
n
y
 o

f 
th

e
 

d
e
b
ts

 i
n
v
o
lv

e
d
 a

re
 u

n
e
c
o
n
o
m

ic
 t

o
 p

u
rs

u
e
 

a
n
d
 w

ill
 b

e
 w

ri
tt

e
n
 o

ff
. 

 T
h
e
 i
m

p
le

m
e
n
ta

ti
o
n
 o

f 
th

e
 n

e
w

 s
w

ip
e
 c

a
rd

 
p
ro

c
e
s
s
 i
s
 n

o
w

 i
n
 i
ts

 s
e
c
o
n
d
 p

h
a
s
e
 a

n
d
 

c
h
a
rg

in
g

 c
o
n
tr

o
ls

 a
re

 c
o
n
s
id

e
re

d
 t

o
 b

e
 

o
p
e
ra

ti
n
g

 e
ff

e
c
ti
v
e
ly

. 
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n
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n
a
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u
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T

h
e
 p

ro
c
e
d
u
re

s
 r

e
la

ti
n
g

 t
o
 t

h
e
 s

w
ip

e
 

c
a
rd

 a
re

 c
u
rr

e
n
tl
y
 i
n
 d

ra
ft

 s
ta

g
e
 w

it
h
 

n
o
 f

o
rm

a
l 
ti
m

e
lin

e
 f

o
r 

fi
n
a
lis

a
ti
o
n
. 

  
 

In
 t

h
e
 a

b
s
e
n
c
e
 o

f 
a
 f

in
a
lis

e
d
 

s
e
t 

o
f 

p
ro

c
e
d
u
re

 n
o
te

s
, 

s
ta

ff
 

m
a
y
 n

o
t 

b
e
 a

w
a
re

 o
f 

p
ro

c
e
d
u
re

s
. 

 
 In

c
o
n
s
is

te
n
t 

/ 
u
n
a
p
p
ro

v
e
d
 

p
ro

c
e
d
u
re

s
 m

a
y
 d

e
v
e
lo

p
 i
n
 

th
e
 i
n
te

ri
m

 p
e
ri
o
d
. 

T
h
e
 p

ro
c
e
d
u
re

s
 r

e
la

ti
n
g

 t
o
 t

h
e
 s

w
ip

e
 c

a
rd

 
h
a
v
e
 n

o
w

 b
e
e
n
 f

in
a
lis

e
d
 a

n
d
 i
s
s
u
e
d
 t

o
 a

ll 
re

le
v
a
n
t 

s
ta

ff
 w

h
o
 h

a
v
e
 s

ig
n
e
d
 f

o
r 

th
e
ir
 

re
c
e
ip

t.
  

 T
h
e
re

a
ft

e
r,

 p
ro

c
e
d
u
re

s
 a

re
 n

o
w

 s
u
b
je

c
t 

to
 a

 
fo

rm
a
l 
re

v
ie

w
 a

n
d
 r

e
fr

e
s
h
 t

im
e
ta

b
le

. 
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N
  

 

 
1
5

5
. 

C
o
n
tr
a
c
t 
P
e
rf
o
rm
a
n
c
e
 

 

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
: 

 

•
 

T
h
e
 c

o
m

m
is

s
io

n
in

g
 m

a
n
a
g

e
r,

 s
o
c
ia

l 
c
a
re

 &
 i
n
c
lu

s
io

n
 u

n
d
e
rt

a
k
e
s
 a

 
u
s
e
r 

s
u
rv

e
y
 e

v
e
ry

 t
w

o
 y

e
a
rs

 t
o
 e

lic
it
 v

ie
w

s
 a

n
d
 i
d
e
n
ti
fy

 a
re

a
s
 o

f 
p
o
te

n
ti
a
l 
im

p
ro

v
e
m

e
n
t.

  

•
 

T
h
e
re

 i
s
 a

 c
le

a
r 

d
is

ti
n
c
ti
o
n
 b

e
tw

e
e
n
 t

h
e
 r

o
le

s
 d

is
c
h
a
rg

e
d
 b

y
 f

le
e
t 

s
e
rv

ic
e
s
 a

n
d
 t

h
a
t 

o
f 

s
o
c
ia

l 
c
a
re

 &
 i
n
c
lu

s
io

n
. 

T
h
e
 f

o
rm

e
r 

w
ill

 m
o
n
it
o
r 

th
e
 

q
u
a
lit

y
 a

n
d
 s

u
it
a
b
ili

ty
 o

f 
th

e
 v

e
h
ic

le
s
 b

e
in

g
 u

s
e
d
, 

w
h
ile

 t
h
e
 l
a
tt

e
r 

re
v
ie

w
s
 

th
e
 o

v
e
ra

ll 
q

u
a
lit

y
 o

f 
th

e
 s

e
rv

ic
e
 f

ro
m

 a
 c

lie
n
t 

p
e
rs

p
e
c
ti
v
e
. 

 

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
 

5
.1

 
* 

T
h
e
 c

o
m

m
is

s
io

n
in

g
 m

a
n
a
g

e
r,

 s
o
c
ia

l 
c
a
re

 &
 i
n
c
lu

s
io

n
 u

n
d
e
rt

a
k
e
s
 a

 u
s
e
r 

s
u
rv

e
y
 e

v
e
ry

 t
w

o
 y

e
a
rs

 t
o
 e

lic
it
 v

ie
w

s
 

a
n
d
 a

re
a
s
 o

f 
p
o
te

n
ti
a
l 
im

p
ro

v
e
m

e
n
t.

  
 It

 i
s
 u

n
d
e
rs

to
o
d
 t

h
a
t 

th
e
 

c
o
m

m
is

s
io

n
in

g
 m

a
n
a
g

e
r 

in
te

n
d
s
 t

o
 

re
v
ie

w
 t

h
e
 f

re
q

u
e
n
c
y
 o

f 
u
s
e
r 

s
u
rv

e
y
s
, 

h
o
w

e
v
e
r,

 n
o
 f

o
rm

a
l 
p
la

n
s
 t

o
 

im
p
le

m
e
n
t 

th
is

 r
e
v
ie

w
 h

a
s
 b

e
e
n
 p

u
t 

in
 

p
la

c
e
 y

e
t.

  
 

P
la

n
s
 t

o
 r

e
v
ie

w
 t

h
e
 f

re
q

u
e
n
c
y
 

o
f 

u
s
e
r 

s
u
rv

e
y
s
 m

a
y
 n

o
t 

b
e
 

im
p
le

m
e
n
te

d
. 

 
 In

 t
h
e
 a

b
s
e
n
c
e
 o

f 
fr

e
q

u
e
n
t 

u
s
e
r 

fe
e
d
b
a
c
k
 a

n
a
ly

s
is

, 
is

s
u
e
s
 w

it
h
 s

e
rv

ic
e
 q

u
a
lit

y
 

m
a
y
 n

o
t 

b
e
 a

d
d
re

s
s
e
d
 i
n
 a

 
ti
m

e
ly

 m
a
n
n
e
r.

 

T
h
e
 c

o
m

m
is

s
io

n
in

g
 m

a
n
a
g

e
r 

w
ill

 r
e
v
ie

w
 t

h
e
 

fr
e
q

u
e
n
c
y
 a

n
d
 a

d
e
q

u
a
c
y
 o

f 
u
s
e
r 

s
u
rv

e
y
s
. 

 
  A

s
 p

a
rt

 o
f 

th
e
 r

e
v
ie

w
, 

th
e
 c

o
m

m
is

s
io

n
in

g
 

m
a
n
a
g

e
r 

w
ill

 c
o
n
s
id

e
r 

o
b
ta

in
in

g
 s

e
rv

ic
e
 

u
s
e
r 

fe
e
d
b
a
c
k
 o

n
 a

 m
o
re

 f
re

q
u
e
n
t 

b
a
s
is

. 
  

C
o
m

m
is

s
io

n
in

g
 

m
a
n
a
g

e
r 

–
 

v
u
ln

e
ra

b
le

 a
d
u
lt
s
  

 
3
1
 O

c
to

b
e
r 

2
0
1
0
 

5
.2

 
**

 
C

o
n
tr

a
c
t 

m
o
n
it
o
ri
n
g

 i
s
 n

o
t 

c
u
rr

e
n
tl
y
 

re
p
o
rt

e
d
 t

o
 a

 s
e
n
io

r 
le

v
e
l 
i.
e
. 

a
s
s
is

ta
n
t 

/ 
e
x
e
c
u
ti
v
e
 d

ir
e
c
to

r 
le

v
e
l.
 

 

Is
s
u
e
s
 r

e
g

a
rd

in
g

 
p
e
rf

o
rm

a
n
c
e
 m

a
y
 n

o
t 

b
e
 

id
e
n
ti
fi
e
d
 a

n
d
 t

h
e
re

fo
re

 a
c
te

d
 

u
p
o
n
, 

a
t 

a
n
 a

p
p
ro

p
ri
a
te

 l
e
v
e
l.
 

 

R
e
s
u
lt
s
 o

f 
m

o
n
it
o
ri
n
g

 e
x
e
rc

is
e
s
 f

o
r 

c
o
n
tr

a
c
ts

 w
ill

 b
e
 r

e
p
o
rt

e
d
 t

o
 t

h
e
 a

p
p
ro

p
ri
a
te

 
a
s
s
is

ta
n
t 

d
ir
e
c
to

r 
/ 

e
x
e
c
u
ti
v
e
 d

ir
e
c
to

r.
 (

*)
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m

m
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g
 

m
a
n
a
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u
lt
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1
6

6
. 

M
a
n
a
g
e
m
e
n
t 
In
fo
rm
a
ti
o
n
 &
 B
u
d
g
e
ta
ry
 C
o
n
tr
o
l 

 

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
 

 

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
 

6
.1

 
**

* 
T

h
e
 a

u
d
it
o
r 

w
a
s
 a

d
v
is

e
d
 b

y
 

m
a
n
a
g

e
m

e
n
t 

th
a
t 

th
e
re

 i
s
 c

u
rr

e
n
tl
y
 n

o
 

c
o
n
s
is

te
n
t 

fl
o
w

 o
f 

m
a
n
a
g

e
m

e
n
t 

in
fo

rm
a
ti
o
n
 w

it
h
 r

e
s
p
e
c
t 

to
 t

h
e
 

p
e
rf

o
rm

a
n
c
e
 o

f 
th

e
 t

ra
n
s
p
o
rt

 s
e
rv

ic
e
. 

F
o
r 

e
x
a
m

p
le

, 
fi
n
a
n
c
ia

l 
re

p
o
rt

in
g

 a
n
d
 

p
e
rf

o
rm

a
n
c
e
 i
te

m
s
 s

u
c
h
 a

s
 

b
e
n
c
h
m

a
rk

in
g

, 
re

p
o
rt

in
g

 o
n
 c

u
s
to

m
e
r 

fe
e
d
b
a
c
k
 a

n
d
 s

ta
tu

s
 r

e
p
o
rt

in
g

 o
f 

in
te

rn
a
l 
v
e
h
ic

le
s
. 

  

In
 t

h
e
 a

b
s
e
n
c
e
 o

f 
p
e
ri
o
d
ic

 
m

a
n
a
g

e
m

e
n
t 

in
fo

rm
a
ti
o
n
, 

m
a
n
a
g

e
m

e
n
t 

d
e
c
is

io
n
 

m
a
k
in

g
 m

a
y
 b

e
 

c
o
m

p
ro

m
is

e
d
. 

 

A
 m

a
n
a
g

e
m

e
n
t 

in
fo

rm
a
ti
o
n
 f

ra
m

e
w

o
rk

 w
ill

 
b
e
 f

o
rm

a
lly

 i
n
tr

o
d
u
c
e
d
, 

in
c
o
rp

o
ra

ti
n
g

 a
 

s
c
h
e
d
u
le

d
 p

ro
d
u
c
ti
o
n
 o

f 
k
e
y
 m

a
n
a
g

e
m

e
n
t 

in
fo

rm
a
ti
o
n
 r

e
p
o
rt

s
. 

 T
h
e
s
e
 m

a
n
a
g

e
m

e
n
t 

re
p
o
rt

s
 w

ill
 t

h
e
n
 b

e
 

re
v
ie

w
e
d
 b

y
 s

e
n
io

r 
o
ff

ic
e
rs

 o
n
 a

 r
e
g

u
la

r 
p
e
ri
o
d
ic

 b
a
s
is

 a
n
d
 a

n
y
 a

d
v
e
rs

e
 i
s
s
u
e
d
 

re
p
o
rt

e
d
, 

w
ill

 b
e
 p

ro
m

p
tl
y
 i
d
e
n
ti
fi
e
d
 a

n
d
 

a
c
te

d
 u

p
o
n
. 

 

 

C
o
m

m
is

s
io

n
in

g
 

m
a
n
a
g

e
r 

–
 

v
u
ln

e
ra

b
le

 a
d
u
lt
s
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1
7

7
. 

P
a
rt
n
e
rs
h
ip
 W
o
rk
in
g
  

 

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
: 

 

•
 

S
o
c
ia

l 
c
a
re

 &
 i
n
c
lu

s
io

n
 h

a
v
e
 a

n
 e

m
b
e
d
d
e
d
 w

o
rk

in
g

 r
e
la

ti
o
n
s
h
ip

 w
it
h
 

fl
e
e
t 

s
e
rv

ic
e
s
. 

•
 

T
h
e
 c

o
m

m
is

s
io

n
in

g
 m

a
n
a
g

e
r 

a
n
d
 t

h
e
 r

e
s
o
u
rc

e
s
 m

a
n
a
g

e
r 

h
a
v
e
 a

d
 h

o
c
 

m
e
e
ti
n
g

s
 w

it
h
 n

e
ig

h
b
o
u
ri
n
g

 a
u
th

o
ri
ti
e
s
 t

o
 s

h
a
re

 i
n
fo

rm
a
ti
o
n
 a

n
d
 k

n
o
w

le
d
g

e
. 

 

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
 

7
.1

 
**

 
T

h
e
 c

o
u
n
c
il’

s
 p

a
rt

n
e
rs

h
ip

 t
o
o
lk

it
 h

a
s
 

y
e
t 

to
 b

e
 c

o
n
s
id

e
re

d
 b

y
 o

ff
ic

e
rs

 
re

s
p
o
n
s
ib

le
 f

o
r 

s
o
c
ia

l 
c
a
re

 a
n
d
 

in
c
lu

s
io

n
 t

ra
n
s
p
o
rt

a
ti
o
n
 i
n
 b

o
th

 s
o
c
ia

l 
c
a
re

 a
n
d
 i
n
c
lu

s
io

n
 a

n
d
 f

le
e
t 

s
e
rv

ic
e
s
. 

 
   

B
e
s
t 

p
ra

c
ti
c
e
 i
n
 p

a
rt

n
e
rs

h
ip

 
w

o
rk

in
g

 a
rr

a
n
g

e
m

e
n
ts

 m
a
y
 

n
o
t 

b
e
 i
m

p
le

m
e
n
te

d
. 

T
h
e
 p

a
rt

n
e
rs

h
ip

 t
o
o
lk

it
 w

ill
 b

e
 c

o
n
s
id

e
re

d
 

a
n
d
 a

p
p
lie

d
 w

h
e
re

 a
p
p
lic

a
b
le

 t
o
 p

a
rt

n
e
rs

h
ip

 
a
rr

a
n
g

e
m

e
n
ts

 i
n
v
o
lv

in
g

 s
o
c
ia

l 
c
a
re

 a
n
d
 

in
c
lu

s
io

n
 t

ra
n
s
p
o
rt

 s
e
rv

ic
e
s
. 

 

C
o
m

m
is

s
io

n
in

g
 

m
a
n
a
g

e
r 

–
 

v
u
ln

e
ra

b
le

 a
d
u
lt
s
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0
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2
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1
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**

 
T

h
e
m

e
s
 a

n
d
 d

e
v
e
lo

p
m

e
n
ts

 i
n
 

tr
a
n
s
p
o
rt

 a
re

 m
o
n
it
o
re

d
 b

y
 o

ff
ic

e
rs

 
w

it
h
in

 s
o
c
ia

l 
c
a
re

 a
n
d
 i
n
c
lu

s
io

n
. 

In
 

a
d
d
it
io

n
 t

o
 t

h
is

, 
th

e
y
 a

re
 a

ls
o
 

c
o
m

m
u
n
ic

a
te

d
 v

ia
 t

h
e
 c

o
n
s
u
lt
a
ti
v
e
 

fo
ru

m
, 

o
p
e
ra

ti
o
n
a
l 
m

a
n
a
g

e
rs

 
tr

a
n
s
p
o
rt

 g
ro

u
p
 (

O
M

T
G

).
  

 T
h
e
 O

M
T

G
 h

a
s
 e

v
o
lv

e
d
 o

u
t 

o
f 

th
e
 

tr
a
n
s
p
o
rt

 s
e
c
ti
o
n
’s

 r
e
q

u
ir
e
m

e
n
t 

to
 

h
a
v
e
 o

n
g

o
in

g
 c

o
m

m
u
n
ic

a
ti
o
n
 w

it
h
 

o
p
e
ra

ti
o
n
a
l 
m

a
n
a
g

e
rs

 w
it
h
in

 s
o
c
ia

l 
c
a
re

 &
 i
n
c
lu

s
io

n
. 

H
o
w

e
v
e
r,

 i
t 

w
a
s
 

n
o
te

d
 d

u
ri
n
g

 t
h
e
 r

e
v
ie

w
 t

h
a
t 

th
e
re

 i
s
 

c
u
rr

e
n
tl
y
 n

o
 t

e
rm

s
 o

f 
re

fe
re

n
c
e
 i
n
 

p
la

c
e
 f

o
r 

O
M

T
G

. 
 

In
 t

h
e
 a

b
s
e
n
c
e
 o

f 
a
 f

o
rm

a
l 

te
rm

s
 o

f 
re

fe
re

n
c
e
, 

in
e
ff

e
c
ti
v
e
 a

n
d
 u

n
d
ir
e
c
te

d
 

m
e
e
ti
n
g

s
 c

o
u
ld

 t
a
k
e
 p

la
c
e
. 

F
o
rm

a
l 
te

rm
s
 o

f 
re

fe
re

n
c
e
 w

ill
 b

e
 i
n
tr

o
d
u
c
e
d
 

a
n
d
 a

g
re

e
d
 f

o
r 

th
e
 O

M
T

G
. 

 
  

C
o
m

m
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s
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n
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g
 

m
a
n
a
g

e
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–
 

v
u
ln

e
ra

b
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u
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1
8

8
. 

F
ra
u
d
 &
 I
rr
e
g
u
la
ri
ty
 

 

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
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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
ta

ff
 i
n
v
o
lv

e
d
 w

it
h
in

 s
o
c
ia

l 
c
a
re

 a
n
d
 i
n
c
lu

s
io

n
 t

ra
n
s
p
o
rt

a
ti
o
n
 a

re
 

a
w

a
re

 o
f 

th
e
 p

re
v
a
ili

n
g

 a
n
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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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e
a
m

 
L
e
a
d
e
r.

  
 A

p
ri
l 
2
0
1
1
. 

 
 



H
o

m
e
c
a
re

 E
s
ta

b
li
s
h

m
e
n

t 

A
U

D
IT

 O
P

IN
IO

N
 &

 A
C

T
IO

N
 P

L
A

N
  

 

 
1
5

5
. 

P
ro

c
u

re
m

e
n

t 

 

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
: 

 

•
 

A
ll 

in
v
o
ic

e
s
 s

a
m

p
le

d
 f

o
r 

te
s
ti
n
g

 h
a
d
 b

e
e
n
 a

llo
c
a
te

d
 t

o
 a

n
 

a
p
p
ro

p
ri
a
te

 O
ra

c
le

 c
o
d
e
. 

 

 

 

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

 

5
.1

 
**

 
F

ro
m

 a
 s

a
m

p
le

 o
f 

1
0
 p

a
id

 i
n
v
o
ic

e
s
 

s
e
le

c
te

d
 i
t 

w
a
s
 f

o
u
n
d
: 

•
 

in
 2

 c
a
s
e
s
 t

h
e
 o

rd
e
r 

w
a
s
 r

a
is

e
d
 

o
n
 o

r 
a
ft

e
r 

th
e
 i
n
v
o
ic

e
 r

e
c
e
iv

e
d
 

d
a
te

 (
le

d
g

e
r 

re
f:

 8
6
9
5
2
6
 a

n
d
 

8
5
4
5
0
4
).

  

•
 

In
 1

 c
a
s
e
 t

h
e
 s

a
m

e
 o

ff
ic

e
r 

a
u
th

o
ri
s
e
d
 t

h
e
 o

rd
e
r 

a
n
d
 i
n
v
o
ic

e
 

(l
e
d
g

e
r 

re
f:

 8
6
3
0
7
3
).

 

•
 

in
 1

 c
a
s
e
 i
t 

to
o
k
 m

o
re

 t
h
a
n
 1

5
 

d
a
y
s
 f

o
r 

a
n
 i
n
v
o
ic

e
 t

o
 b

e
 p

a
id

. 
(l
e
d
g

e
r 

re
f:

 8
6
9
5
2
6
).

  

•
 

in
 2

 c
a
s
e
s
 t

h
e
 i
n
v
o
ic

e
s
 w

e
re

 n
o
t 

s
ta

m
p
e
d
 a

s
 p

a
id

 (
le

d
g

e
r 

re
fs

: 
8
6
9
5
2
6
 a

n
d
 8

6
9
9
4
7
).

 

•
 

in
 1

 c
a
s
e
 t

h
e
 o

rd
e
r 

v
a
lu

e
 w

a
s
 

lo
w

e
r 

th
a
n
 t

h
e
 i
n
v
o
ic

e
 v

a
lu

e
 

(l
e
d
g

e
r 

re
f:

 8
6
3
1
5
6
).

 

N
o
n
 c

o
m

p
lia

n
c
e
 w

it
h
 f

in
a
n
c
ia

l 
ru

le
 8

.3
. 

 In
a
d
e
q

u
a
te

 s
e
g

re
g

a
ti
o
n
 o

f 
d
u
ti
e
s
. 

 F
a
ilu

re
 t

o
 a

d
h
e
re

 t
o
 c

re
d
it
o
r 

p
a
y
m

e
n
t 

ta
rg

e
t.

 P
o
o
r 

s
u
p
p
lie

r 
re

la
ti
o
n
s
h
ip

s
. 

 
 In

v
o
ic

e
s
 m

a
y
 b

e
 p

a
id

 t
w

ic
e
. 

 
 In

c
o
n
s
is

te
n
t 

re
c
o
rd

s
. 

 

In
 a

c
c
o
rd

a
n
c
e
 w

it
h
 t

h
e
 a

u
th

o
ri
ty

’s
 f

in
a
n
c
ia

l 
ru

le
 8

.3
 o

ff
ic

ia
l 
o
rd

e
rs

 a
re

 n
o
w

 r
a
is

e
d
 f

o
r 

a
ll 

w
o
rk

, 
m

a
te

ri
a
ls

, 
g

o
o
d
s
 o

r 
s
e
rv

ic
e
s
 t

o
 b

e
 

s
u
p
p
lie

d
 t

o
 t

h
e
 c

o
u
n
c
il.

 T
h
is

 i
s
 n

o
w

 p
ri
o
r 

to
 

g
o
o
d
s
/i
n
v
o
ic

e
s
 b

e
in

g
 r

e
c
e
iv

e
d
, 

a
n
d
 n

o
t 

in
 

re
tr

o
s
p
e
c
t.

 
 T

o
 m

a
in

ta
in

 s
e
g

re
g

a
ti
o
n
 o

f 
d
u
ti
e
s
, 

o
ff

ic
e
rs

 
a
u
th

o
ri
s
in

g
 o

rd
e
rs

 a
re

 n
o
w

 i
n
d
e
p
e
n
d
e
n
t 

o
f 

th
e
 o

ff
ic

e
r 

a
u
th

o
ri
s
in

g
 i
n
v
o
ic

e
s
. 

  
 In

v
o
ic

e
s
 a

re
 n

o
w

 p
a
id

 w
it
h
in

 1
5
 d

a
y
s
 o

f 
re

c
e
ip

t,
 u

n
le

s
s
 c

o
n
tr

a
c
t 

te
rm

s
 s

ta
te

 
o
th

e
rw

is
e
. 

 In
v
o
ic

e
s
 a

re
 n

o
w

 s
ta

m
p
e
d
 a

s
 p

a
id

 w
h
e
n
 

th
e
y
 h

a
v
e
 b

e
e
n
 p

a
s
s
e
d
 f

o
r 

p
a
y
m

e
n
t.
 

 C
a
re

 i
s
 n

o
w

 t
a
k
e
n
 t

o
 e

n
s
u
re

 t
h
a
t 

o
rd

e
r 

v
a
lu

e
s
 a

c
c
u
ra

te
ly

 r
e
fl
e
c
t 

th
e
 c

u
rr

e
n
t 

p
ri
c
e
 o

f 
g

o
o
d
s
 t

o
 a

llo
w

 f
o
r 

th
e
 m

a
tc

h
in

g
 o

f 
in

v
o
ic

e
s
. 

A
c
ti
n
g

 T
e
a
m

 
L
e
a
d
e
r 

 A
d
m

in
is

tr
a
ti
v
e
 

A
s
s
is

ta
n
t 
 

 P
a
y
a
b
le

s
 

D
e
v
e
lo

p
m

e
n
t 

M
a
n
a
g

e
r.

 
 Im

p
le

m
e
n
te

d
. 
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1
6

6
. 

C
li

e
n

t 
R

e
fe

rr
a
ls

 

 

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
: 

 

•
 

A
 d

a
ta

b
a
s
e
 i
s
 m

a
in

ta
in

e
d
 b

y
 t

h
e
 p

ro
je

c
t 

m
a
n
a
g

e
r 

d
e
ta

ili
n
g

 a
ll 

re
fe

rr
a
ls

 r
e
c
e
iv

e
d
. 

 

•
 

C
a
re

 p
la

n
s
 a

re
 s

ig
n
e
d
 b

y
 t

h
e
 c

lie
n
t 

o
r 

a
n
 a

d
v
o
c
a
te

 o
f 

th
e
 c

lie
n
t 

a
n
d
 

th
e
 s

e
n
io

r 
c
a
re

 o
ff

ic
e
r 

p
ri
o
r 

to
 t

h
e
 c

o
m

m
e
n
c
e
m

e
n
t 

o
f 

c
a
re

. 
 

•
 

R
is

k
 a

s
s
e
s
s
m

e
n
ts

 a
re

 c
o
m

p
le

te
d
 a

s
 p

a
rt

 o
f 

th
e
 s

e
rv

ic
e
 u

s
e
r 

p
a
c
k
. 

•
 

T
h
e
 p

ro
je

c
t 

m
a
n
a
g

e
r 

u
n
d
e
rt

a
k
e
s
 i
n
d
e
p
e
n
d
e
n
t 

c
h
e
c
k
s
 o

f 
th

e
 s

e
rv

ic
e
 u

s
e
r 

p
ro

fi
le

 f
o
rm

s
 a

n
d
 o

rd
e
rs

 t
o
 e

n
s
u
re

 r
e
c
o
rd

s
 a

re
 a

c
c
u
ra

te
. 

  

 

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
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o
n

s
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il
it

y
 &

 

T
im

e
s
c
a
le

 

6
.1

 
**

 
F

ro
m

 a
 s

a
m

p
le

 o
f 

1
3
 n

e
w

 r
e
fe

rr
a
ls

 i
t 

w
a
s
 f

o
u
n
d
 i
n
 1

 c
a
s
e
 t

h
a
t 

a
 v

a
ri
a
ti
o
n
 

h
a
d
 b

e
e
n
 m

a
d
e
 t

o
 a

 c
lie

n
ts

 c
a
re

 
h
o
u
rs

, 
h
o
w

e
v
e
r,

 a
 n

e
w

 o
rd

e
r 

fo
rm

 h
a
d
 

b
e
e
n
 c

o
m

p
le

te
d
 r

a
th

e
r 

th
a
n
 a

 
v
a
ri
a
ti
o
n
 o

rd
e
r 

fo
rm

 r
e
s
u
lt
in

g
 i
n
 t

h
e
 

c
lie

n
t 

b
e
in

g
 s

h
o
w

n
 o

n
 t

h
e
 d

a
ta

b
a
s
e
 a

s
 

a
 n

e
w

 r
e
fe

rr
a
l.
 (

re
f:

 K
T

) 

In
a
c
c
u
ra

te
 i
n
fo

rm
a
ti
o
n
 

m
a
in

ta
in

e
d
. 

O
ff

ic
e
rs

 n
o
w

 e
n
s
u
re

 t
h
a
t 

th
e
 c

o
rr

e
c
t 

fo
rm

s
 

a
re

 c
o
m

p
le

te
d
 a

t 
a
ll 

ti
m

e
s
 t

o
 a

llo
w

 r
e
c
o
rd

s
 

to
 b

e
 a

c
c
u
ra

te
 a

n
d
 u

p
 t

o
 d

a
te

. 
 

A
s
s
is

ta
n
t 

T
e
a
m

 
L
e
a
d
e
r 

 A
s
s
is

ta
n
t 

T
e
a
m

 
L
e
a
d
e
r.

 
 Im

p
le

m
e
n
te

d
. 
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1
7

7
. 

D
e
li

v
e
ry

 o
f 

C
a
re

  

 

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
: 

 

•
 

A
ll 

s
p
o
t 

c
h
e
c
k
 f

o
rm

s
 e

x
a
m

in
e
d
 h

a
d
 b

e
e
n
 s

ig
n
e
d
 b

y
 t

h
e
 h

o
m

e
c
a
re

 
a
s
s
is

ta
n
t 

a
n
d
 m

o
n
it
o
ri
n
g

 o
ff

ic
e
r.

  
•
 

A
ll 

a
n
n
u
a
l 
m

o
n
it
o
ri
n
g

 f
o
rm

s
 e

x
a
m

in
e
d
 h

a
d
 b

e
e
n
 a

p
p
ro

p
ri
a
te

ly
 c

o
m

p
le

te
d
 

a
n
d
 s

ig
n
e
d
 b

y
 t

h
e
 i
n
te

rv
ie

w
in

g
 o

ff
ic

e
r.

 

 

A
C
T
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 P
L
A
N
 

R
e
f 

P
ri

o
ri

ty
 

F
in

d
in

g
 

R
is

k
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x
p
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A

g
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ti

o
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* 
T

h
e
re

 i
s
 n

o
 r

e
q

u
ir
e
m

e
n
t 

fo
r 

c
o
n
ta

c
t 

s
h
e
e
ts

, 
w

h
ic

h
 d

e
ta

il 
th

e
 d

a
te

 a
n
d
 t

im
e
 

o
f 

e
a
c
h
 v

is
it
 a

n
d
 t

a
s
k
s
 u

n
d
e
rt

a
k
e
n
, 

to
 

b
e
 s

ig
n
e
d
 b

y
 t

h
e
 c

lie
n
t.

  
 It

 i
s
 u

n
d
e
rs

to
o
d
 t

h
a
t 

th
e
 i
n
tr

o
d
u
c
ti
o
n
 

o
f 

e
le

c
tr

o
n
ic

 c
a
ll 

m
o
n
it
o
ri
n
g

 i
s
 i
n
 

p
ro

g
re

s
s
. 

In
a
d
e
q

u
a
te

 s
u
p
p
o
rt

in
g

 
e
v
id

e
n
c
e
 t

h
a
t 

c
a
re

 h
a
s
 b

e
e
n
 

p
ro

v
id

e
d
 a

s
 r

e
q

u
ir
e
d
 b

y
 t

h
e
 

c
lie

n
t.

  
 

T
h
e
 s

e
rv

ic
e
 n

o
w

 e
n
s
u
re

s
 t

h
a
t 

c
o
n
ta

c
t 

s
h
e
e
ts

 a
re

 s
ig

n
e
d
 b

y
 t

h
e
 c

lie
n
t 

o
r 

a
n
 

a
d
v
o
c
a
te

 o
f 

th
e
 c

lie
n
t 

to
 e

n
s
u
re

 c
a
re

 h
a
s
 

b
e
e
n
 p

ro
v
id

e
d
 a

s
 r

e
q

u
ir
e
d
. 

 
 T

h
e
 i
n
tr

o
d
u
c
ti
o
n
 o

f 
a
n
 e

A
B

L
E

 p
ilo

t 
(p

e
rf

o
rm

a
n
c
e
 m

o
n
it
o
ri
n
g

 t
o
o
l)
 h

a
s
 n

o
w

 
c
o
m

m
e
n
c
e
d
. 

 
 

A
s
s
is

ta
n
t 

T
e
a
m

 
le

a
d
e
r 

 A
s
s
is

ta
n
t 

T
e
a
m

 
L
e
a
d
e
r 

 P
ro

je
c
t 

M
a
n
a
g

e
r.

 
 Im

p
le

m
e
n
te

d
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* 
M

o
n
th

ly
 t

im
e
s
h
e
e
ts

, 
w

h
ic

h
 a

re
 

c
o
m

p
le

te
d
 b

y
 c

a
re

 a
s
s
is

ta
n
ts

 s
h
o
w

in
g

 
th

e
 t

o
ta

l 
h
o
u
rs

 w
o
rk

e
d
 o

n
 e

a
c
h
 d

a
y
, 

a
re

 r
e
c
o
n
c
ile

d
 t

o
 a

n
n
u
a
l 
le

a
v
e
 

/s
ic

k
n
e
s
s
/ 

tr
a
in

in
g

/ 
re

c
o
rd

s
 a

n
d
 a

ls
o
 

h
a
rd

 c
o
p
ie

s
 o

f 
th

e
 ‘
S

ta
ff

p
la

n
’ 
ro

ta
s
 

w
h
ic

h
 m

a
y
 h

a
v
e
 b

e
e
n
 a

m
e
n
d
e
d
 t

o
 

re
fl
e
c
t 

a
n
y
 c

h
a
n
g

e
s
 t

o
 c

a
re

 p
ro

v
id

e
d
 

b
y
 t

h
e
 s

e
n
io

r 
c
a
re

 o
ff

ic
e
rs

. 
T

h
e
 

ti
m

e
s
h
e
e
ts

 a
re

 n
o
t 

re
c
o
n
c
ile

d
 t

o
 

c
o
n
ta

c
t 

s
h
e
e
ts

. 

F
ra

u
d
u
le

n
t 

/ 
ir
re

g
u
la

r 
ti
m

e
 

m
a
y
 b

e
 c

la
im

e
d
. 

 
    

T
h
e
 s

e
rv

ic
e
 h

a
s
 n

o
w

 r
e
v
ie

w
e
d
 t

h
e
 

p
ro

c
e
d
u
re

 f
o
r 

th
e
 v

e
ri
fi
c
a
ti
o
n
 o

f 
ti
m

e
s
h
e
e
ts

 
to

 e
n
s
u
re

 t
h
a
t 

ti
m

e
s
h
e
e
ts

 a
re

 c
o
m

p
a
re

d
 t

o
 

c
o
n
ta

c
t 

s
h
e
e
ts

. 
 

  

A
s
s
is

ta
n
t 

T
e
a
m

 
L
e
a
d
e
r 

 A
s
s
is

ta
n
t 

T
e
a
m

 
L
e
a
d
e
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 P
ro

je
c
t 

M
a
n
a
g

e
r.

 
 Im

p
le

m
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n
te

d
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1
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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
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T
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* 
F

ro
m

 a
 s
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