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CORP71/06

Audit Services Progress Report

1 Summary of Audit Work 


1.1 As previously agreed by Members of this Committee, Members will be supplied, at each meeting, with the Management Summary and the Summary of Recommendations and Action Plan for each audit which has been completed since the previous meeting.


1.2 The following are attached  

Pollution Control and Contaminated Land – Appendix A
Customer Contact Centre – Appendix B

2 Actions taken on Recommendations (“Follow-up Reviews”)


2.1 The following follow-up reviews have been undertaken since the previous meeting
   Telephones 
   Highways Maintenance 
   Charitable Funds 
   CCTV
   Car Parking
   Network vulnerability


2.2 There are no outstanding issues, from any of the above follow-up reviews, to which I need to draw Members’ attention on this occasion.

3 Issues Relevant to the Statement on Internal Control  (SIC)


3.1 No issues relevant to the SIC have arisen during the period covered by this report to which I need to draw Members’ attention.


4 Other Emerging Issues 


4.1 There are no further emerging issues to which I wish to draw Members’ attention.


I. Beckett

Head of Audit Services

January 2007 
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02nd November 2006

Recipient of Report
Action 

Required
Mgmt Summary
Applicable Section(s) of Matters Arising
Appendix B to note

Director of Community Services
-Note action required for follow up in approx. 6 months
Full Summary 
All Sections
B (i), 



Head of Environmental Services
-Note action required for follow up in approx. 6 months
Full Summary 
All Sections
B (i), 



Environmental Quality Manager
-Note action required for follow up in approx. 6 months
Full Summary 
All Sections
B (i), 



Head of Audit Services
-Note action required for follow up in approx. 6 months
Full Summary
Section 7
B (ii)

Director of Corporate Services
Final report – for info only 
Full Summary
All Sections
All

Deputy Chief Executive
Final report – for info only
Full Summary
All Sections
All

Chief Executive
Final report – for info only
Full Summary
All Sections
All

Audit Committee


Final report – for info only
Full Summary
None
All 

1. Reason for the Audit
1.1. The audit was undertaken as part of the agreed Audit Plan for 2006/07.  Pollution Control was last reviewed in June 1999.

2. Background Information / Summary of the Audit Area
2.1. Pollution Control and Contaminated Land regulation are a small part of the services provided by the Environmental Quality Division of the Community Services Directorate.   The title ‘Environmental Quality’ encompasses a wide range of services including (the regulation, monitoring and controlling of):-

· private drainage.

· licensed premises.

· unauthorised encampments. 

· statutory nuisances. 

· air pollution. 

· dog control.

· environmental anti social behaviour. 

· environmental monitoring (water).

· and non food borne infectious disease.

2.2. Statute and regulation strictly control the Division’s operations.  Amongst these, and those that are covered by the areas in this review, are the Environmental Protection Act 1990, The Clean Air Act 1993, The Environment Act 1995, The Pollution Prevention and Control Act 1999 and the Provision of Private Water Supply Regulations.  In addition to these Acts, there are a number of regimes and protocols that are to be considered when carrying out the Authority’s responsibilities.

3. Scope of the Audit 

3.1. Audit testing and verification has been carried out to form an opinion over the adequacy of systems and controls in place relating to the risks identified.  As time is limited, all services cannot be reviewed but will be covered as part of other audits included in the Audit Plan. The key areas for this review are therefore:-

Matters Arising – Section of Report
Area Examined

1.
Private Drainage. (inc. abatement notices).

2.
Unauthorised Encampments.

3.
Statutory Nuisance.

4.
Air Pollution.

5.
Contaminated Land.

6.
Environmental Monitoring.

7.
Financial Systems. (inc. works in default)




4. Associated Risks of Providing this Service. 
4.1. Examination of the Risk Registers noted the following identified risks: 

Operational Risks:  

Ref
Risk Description
Risk Score

EQ1
Failure to meet the Council’s statutory duty to review and assess local air quality.
3

EQ2
Failure to comply with the Council’s statutory duty regarding Contaminated Land.
3

EQ3
Failure to carry out enforcement measures under legislation relating to dog fouling.
3

EQ4
Failure to meet statutory duty to issue permits and monitor permitted processes to control pollution under the Integrated Pollution Prevention Control (IPPC) regime.
6

EQ5
Failure to meet the statutory duty to provide a stray dog warden scheme.
3

EQ6
Failure to meet statutory public health duties.
3

EQ7
Failure to enforce standards in premises controlled by licence conditions and bylaws.
3

EQ8
Failure to perform statutory duties in respect of water supplies.
3

EQ9
Failure to operate a pest control service.
3





4.2. Other risks identified by Internal Audit as part of this audit are considered to be:

· Reputational damage.

· Public health could be affected due to the Authority’s negligence.
· Financial loss to the Authority.
Please note that on conclusion of the audit, any critical risks outline at 4.2. should be assessed by the relevant Director for incorporation into the Directorate’s Risk Register or, if considered to be a strategic risk, for discussion at the Risk Management Group. 

5. Overall Conclusion of the Audit Review
5.1. It can be concluded that the areas undertaken for review are all being managed and operated effectively given the resources available.   Resource issues appear to be the main contributory factor to most identified weaknesses.  The commitment and enthusiasm of the current staff involved, however, should be highlighted and commended. 

5.2. The issue of allocating costs to specific jobs was highlighted during the course of this review, which essentially is not under the responsibility of Environmental Quality.  It has been highlighted however and it is recommended that this area be reviewed as soon as possible in its own right. 

5.3. There are 17 recommendations contained within this review, most of which are of a minor nature, which if followed will enhance existing systems and improve current operations.

Environmental Quality – Pollution Control & Contaminated Land, Community Services Directorate 

The Head of Environmental Services completed the shaded areas below.   

This Action Plan will be followed up in approximately 6 months time.   Please note that any areas, where it is found that insufficient or no action has been taken, will be reported to the Audit Committee along with the reason for non-action.
Ref
Issue
Recommendation
Grade
Action to be Taken (including responsible officer for overseeing the implementation)
Level of Risk

(H, M or L)
Target

 Date

1a
The Technical Assistants are generally the main point of contact for the public to report all complaints. 

These staff have the necessary specialist knowledge required to deal with Environmental Quality complaints.

Customer Contact Centre staff do not cover this area as much in depth as for other services as this is considered a specialist area.


This basic technical knowledge is a resource saving to the unit as a number of calls can be ‘fielded’ before they are passed on to Environmental Health Officers to pursue. 

This resource saving should be seriously considered in any future review of customer contact.


C
Discussions with Customer Contact to ascertain the level and type of calls they could deal with directly.

The Environmental Quality Manager is to progress.
L
30th November 2006.

1b
The Audit Commission now requires the Authority to develop and maintain system procedure manuals.

Due to staff resource issues,  the complaints instruction manual is out of date.


The importance of updating all unit procedural manuals to ensure they are current should be emphasised and priority put upon this.
B
The Unit is currently in the process of procuring a new software system to incorporate this.  In the meantime, a hard copy of the manual will be produced.

The Environmental Quality Manager will oversee this.
L
31st May 2007.

1c
Due to staff resource issues, there is a backlog in the filing of paper work.  There is a risk that paperwork could go missing.


Filing should ideally be cleared on a weekly basis.  Staff resources should be provided to clear the backlog and manage the workload.

The temporary resources duties should be concentrated on relieving this backlog.


B
A Temporary Admin Support has now been appointed.
L
Appointed May 2006.

1d
The units workload is primarily ‘paper based’ processed.  Manual job-cards are used and after authorisation are passed back for completion on the database.  Again, due to staff resources, these are being allowed to accumulate before processing.  There again is a risk of these going astray and the jobs not shown as being complete.


There should be a reconciliation report ran monthly from the database to highlight any outstanding jobs.  These can either be chased up if they are not completed, or the database corrected and the individual case closed if the form did indeed go astray.
B
The Unit is currently in the process of procuring a new software system to incorporate this.  The present system cannot readily be interrogated to produce this information without excessive staff time extracting data.  The Environmental Quality Manager is to continue to employ a manual tracking and control system for current jobs pending the introduction of new software which is being sourced corporately.
L
31st May 2007.

2a
There was a segregation of duties issue whereby the actioning officer also authorised the job as complete.  

It must be noted that the incident posed a minimal risk and this issue is merely highlighted to inform of the importance of segregation of duties.


There is a procedure in place that states that the Environmental Quality Manager (and/or deputy) sign off jobs as being complete to a defined standard.  In future, when the deputy actually undertakes a job, the Environmental Quality Manager must sign all of these jobs as complete to ensure segregation of duties.
C
The Environmental Quality Manager has implemented this with immediate effect.
L
5th October 2006.

4a
There are difficulties being experienced calibrating the data output from the Air Quality Monitoring system making reporting difficult.


The Head of Environmental Services should liaise with the Head of ICT to arrange the necessary input to ensure that the system is able to produce the information more readily.


C
The Head of Environmental Services will progress this.
L
30th November 2006.

5a
If contaminated land is Authority owned or an orphan site it is the responsibility of the Authority to remedy the problem.

A Supplementary Credit Approval Grant (SCA) can be applied for to undertake this work.  This has not been applied for in this financial year.


Heads of Service should be made aware of this grant and informed of the fact that it is their responsibility to apply for it when any occasion arises.
C
This will be actioned as appropriate and necessary.

Information and advice will be given to the Directorate responsible when an application for a SCA may be necessitated.

The Head of Property Services was aware of this procedure.
L
As and when necessitated.

5b
Sites of contaminated land have been input onto the GIS (Geographical Information System).  This task was subcontracted to an external firm.

This has proved useful for quick site reference, however, further site information has yet to be entered onto the system and any other reference has to be made to manual files.  This is due to a staff resource issue and the prioritisation of work within the section.

 
When resources allow, consideration should be given to the allocation of resources to enable the GIS system to be used to its full potential for this purpose.
C
This can be linked to the procurement of the new software mentioned previously.

Existing data lease is incompatible with the GIS for data transfer.

Further technical investigation is currently underway.
L
31st May 2007.

5c.
Currently, due to budget restrictions, the analysing of potentially contaminated land is only performed if background information and observations round the site deem necessary.

There is the slight possibility that the Authority could be at professional indemnity risk if they base all advice on historic knowledge and observations instead of analysing the area.


Budget restrictions allowing, consideration should be given to analysing more areas of land (according to risk).  This could be performed over a 5 – 10 year rolling programme.
C
There is currently no budget available for this, therefore it is being undertaken within existing resources. 

The Head if Environmental Services has made a budget bid made for 2007/08 and will be considering the budget for 2008/09.
M
31st October 2007.

7a.
Budgets are held within a section entitled ‘Head of Environmental Protection Services’.  This section does not now exist since restructure.


As this budget is ‘spent’ by both the Environmental Quality and Food Safety Units, it is recommended that the budget currently held under ‘Head of Environmental Protection Services’ be split between these two so that sectional spend can be identified more easily.  The Environmental Quality Manager should contact the relevant Financial Officer to arrange this.


C
This can be established by the Finance Section during the budget process this year.

The Environmental Quality Manager will progress this.
L
31st December 2006.

7b.
There has been no expenditure on Health Education this financial year.  This has been due to lack of available staff resources. 


As Health Education goes towards the Authority aim to be “Cleaner, Greener & Safer”, some prioritisation should be put upon the emphasis of Health Education.


B
Although there has been no expenditure on the general promotion of Health Education this financial year there has been a considerable amount of staff time spent on the promotion of the Clean Neighbourhood and Environment Act and the Local Air Quality Management regimes.  The associated expenditure to this is funded by other means.


L
31st March 2007.

7c.
There is a continual annual requirement to fund a training subscription but this has not been allocated a budget.


A budget should be vired (recurring) from another expense code. The Environmental Quality Manager should contact the relevant Financial Officer to arrange this.


C
This will be addressed during the budget process. (This is linked to item 7a)
L
30th November 2006.

7d.
The amended fees applicable to the Environmental Protection Act for 2006/07 that were reported to the Executive Committee on 14/11/2005 

were not correct.


Financial Services staff should ensure that the correct figures as set by Central Government are reported in the 2007/08 statement of charges.
A
The Environmental Quality Manager is to liaise with the Finance Section.

The Government does not release details of the proposed changes in charges until after the Authority’s charges review. 
L
30th November 2006.

7e.
There are problems getting costs for works in default through for recharging within a reasonable timescale.  This is due to costing problems within the works department.


The Head of Environmental Services should ensure that all Supervisors are made aware of the importance of coding all materials and labour to the correct codes.

  
B
The Head of Environmental Services will progress to ensure that operatives/supervisors are issued with the correct Ledger expenditure code and Contractorplus job number in time.
M
30th November 2006.

7f.
Jobs are showing on Contractorplus as not started yet physical evidence shows that the jobs have been completed.


An exercise should be undertaken to determine exactly where the costs have been allocated.  Any errors should be rectified as soon as possible.
B
The Head of Environmental Services will progress this issue.

This was probably due to the job being carried out before the Contractorplus job is raised due to the immediacy of work requirements.


M
30th November 2006.

7g.
It is unlikely that the miscoding/recharging discrepancies are confined to Environmental Quality works in default.  


An exercise should be undertaken to review all outstanding jobs on Contractorplus to ensure that they are genuinely outstanding and not that the costs have just been allocated elsewhere.


B
The Head of Environmental Services will progress this issue.

The costs will have gone elsewhere unless Contractorplus job number is available before job is undertaken.


M
30th November 2006.

7h.
There is an issue with the allocation of costs within Contractorplus which requires further investigation.


The Head of Audit Services should note to include this issue in the next Audit cycle.
B
This will be built into the “risk-rating” when reviewing the Strategic Audit Plan in readiness for the 2007/08 Plan.  (Head of Audit Services).

The Head of Environmental Services will also progress.


M/H
Revised Audit Plan will be effective from 1st April 2007
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Recipient of Report
Action 

Required
Mgmt Summary
Applicable Section(s) of Matters Arising
Appendix B to note

Director of Community Services
-For information only 
Full Summary 
All Sections
B (i), B (ii), B (iii) & B (iv) For Info Only

Head of Culture and Community Services
-Note action required for follow up in approx. 6 months
Full Summary
All Sections
B (i)

B (ii), B (iii) & B (iv) For Info Only

Customer Service Manager
-For information only 
Full Summary
All Section
B (i), B (ii), B (iii) & B (iv) For Info Only

Head of ICT Services
-For information only 
Full Summary
Section 1 and 7
None

Director of Development Services
-For information only 
Full Summary
Section 6
B (ii)

Head of Planning & Housing Services
-Note action required for follow up in approx. 6 months
Full Summary
Section 6
B (ii)

Director of People, Policy and Performance / Deputy Chief Executive
-Note action required for follow up in approx. 6 months
Full Summary
All Sections
All

Project Manager
-For information only
Full Summary
Section 1 and 7
B (iii)

Head of Corporate Development Services
For information only
Full Summary
Section 5
B (iv)

Policy and Performance Team Manager
-Note action required for follow up in approx. 6 months
Full Summary
Section 5
B (iv)

Director of Corporate Services
Draft & Final report – for info only 
Full Summary
All Sections
All

Chief Executive
Final report – for info only
Full Summary
All Sections
All

Audit Committee
Final report – for info only
Full Summary
None
All 

1. Reason for the Audit
1.1. The audit was undertaken as part of the agreed Audit Plan for 2006/07.

2. Background Information / Summary of the Audit Area
2.1. The Civic Centre’s Customer Contact Centre (CCC) is the first point of contact for residents enquiring, face to face, by telephone or via e-mail, about Carlisle City Council Services. The CCC relocated back into the Civic Centre on 18/04/2006. The new centre includes 8 counter points, three of which are part of Revenues and Benefits and are managed and manned by the Revenues and Benefits Section. There is also a facility for people to make payments (2 cashiers positions), including Council Tax and car parking fines.

3. Scope of the Audit 

3.1. Audit testing and verification has been carried out to form an opinion over the adequacy of systems and controls in place relating to the risks identified.  Key areas for review are:

Section of Report (Matters Arising)
Area Examined

1.
The Customer Relationship Management System (CRM) – system implementation / development to date.

2.
Implementation of the new telephone system – initial findings.

3.
Security in the CCC.

4.
Performance Measures.

5.
Services offered by the Customer Contact Centre – including development of the Centre / roll out across the Authority.

6.
System Access Levels and Controls provided to CCC Advisors. (To determine applications which they have access to and the types of “live” transactions which they are able to process.)

7.
CCC Business Plan Phase 1 and 2

4. Associated Risks of Providing this Service/Function 
4.1. Examination of the Risk Registers noted the following identified risks: 

Strategic Risks: No Entries

Operational Risks:  
Ref
Risk Description
Risk Score

CIS 11
Completion Phase 1 Customer Contact Centre Project
6

CIS12
Impact of Organisational Change on Customer Services
8

4.2. Other risks identified by Internal Audit as part of this audit are considered to be:

· To date Phase 1 has not been fully implemented.

· Phase 2 not being implemented and developed to its full potential.

· CCC Strategy not being fully implemented and monitored.

· CRM System not being implemented.

· CRM System not being developed and used to its full potential.

· Safety and Security of staff and public.

Please note that on conclusion of the audit, any critical risks outline at 4.2. should be assessed by the relevant Director for incorporation into the Directorate’s Risk Register or, if considered to be a strategic risk, for discussion at the Risk Management Group. 

5. Overall Conclusion of the Audit Review
5.1. Now that the Customer Contact Centre has reopened back inside the Civic Centre and is operating well, it is imperative that Phase 1 is concluded and a formal review completed as soon as possible to allow Phase 2 to be progressed and a development plan completed.

5.2. It is acknowledged that the lack of service development has been hindered due to the CCC not having a new telephone system until July 2006 and not having CRM fully functional. As part of the ongoing development of the CCC it should be noted that not all services will be suitable for inclusion.

5.3. Management need to ensure that the ongoing development of the CCC and the services it provides continues to benefit both the customers and the Authority as a whole.

5.4. It should also be highlighted that the implementation of the new telephone system went extremely well and the system should benefit both the Authority and the general public. The new system gives the management team much more information so that they are able to manage their performance and team much more effectively.

5.5. Since the 21/11/06 the Customer Relationship Management System (CRM) is working in a live environment with the telephones and recycling and will be rolled out to the rest of the services in due course. It is of the upmost importance that all the officers involved embrace and react positively to any changes and enhancements which will be included with the ongoing implementation of the CRM.

5.6. A questionnaire was sent to a number of other District Authorities to determine the size, budget requirements and management structure, staffing levels and key performance / usage data relating to their Customer Contact Centres. Unfortunately only three Authorities completed the questionnaires. The information was collated and summarised into a document which has been attached to this report in Appendix C, which has been circulated to the Director of Community Services, the Head of Culture and Community Services and the Customer Service Manager.

5.7. It should be noted that the cashiers section did not form part of this audit review as this is covered by a separate audit.

Community and Culture, Community Services Directorate 

Responsible officer for implementation is the Head of Culture and Community Services
This Action Plan will be followed up in approximately 6 months time.   Please note that any areas, where it is found that insufficient or no action has been taken, will be reported to the Audit Committee along with the reason for non-action.
Ref
Issue
Recommendation
Grade
Action to be Taken (including responsible officer for overseeing the implementation)
Level of Risk

(H, M or L)
Target

 Date

1A
A decision has not yet been made to permanently or temporarily replace the Development Officer who left in May 2006.


It is recommended that the management review of the CCC should be completed. This should include a review of resources.


B
Head of Culture and Community to review all CCC staffing resources.
High re development of the CCC and the funding of CSA’s


31.3.07

1B
The management / performance reports to date have not been tested.
The management / performance reports should be tested and used to help monitor figures and progress etc.


B
CSM to liaise with Head of ICT re the introduction of “Hummingbird” to enhance reports from the CRM system.
Medium
31.3.07

3A
The panic alarms are not always tested on a weekly basis.
It is recommended that the panic alarms are tested weekly. If CSS is unavailable someone else should be trained on how to test them. The current spreadsheet to record the weekly testing should continue to be maintained.


B
Weekly tests already in place from beginning of November 06.

The CSM will ensure that a substitute `tester` is trained and that the existing spreadsheet is maintained.
Medium
Complete

3B
The main reception desk in the foyer is not fitted with an internal panic alarm button.
Consideration should be given to installing an internal panic alarm button to the main reception desk in the foyer.


B
CSM will follow up previous requests for work to be done
High
Request work to be done by 31.1.07

3C
The four interview rooms within the CCC are not covered by CCTV cameras.
Consideration should be given to installing a CCTV camera to cover the four interview rooms.
B
CSM to investigate feasibility/implications
Low
Request any agreed work to be done by end Feb 07



3D
Although an incident was reported the Violence / Aggression Pro-forma was not completed.
It is recommended that a Violence / Aggression Pro-forma should be completed for all incidents which occur.


B
Procedures already in place for CS staff. CSM will continue to ask non-CS staff to complete a proforma re any incident in the CCC 
Low
Completed

3E
One of the doors leading to the staff only secure area from an interview room in the CCC was found to be left unlocked, as a result a member of the public could easily access the secure area.


When the interview rooms are not in use all staff should ensure that the doors of the interview rooms leading to the staff only secure areas are locked.
B
CSM will continue the `spot checks` already in place and will put reminder notices on the doors.
Could be High if doors are left unlocked
Completed

3F
CCTV does not cover the reception desk in the main foyer of the Civic Centre.


Consideration should be given to installing a CCTV camera to cover the reception desk in the main foyer of the Civic Centre.
B
CSM to investigate feasibility/implications
Low
Request any agreed for new camera on Civic maint budget 07/08



3G
On 15/09/06 the CSA who was covering the reception desk in the foyer was unaware that there is a panic alarm button to the right hand side of the desk.


All staff who work in the CCC and the reception desk in the foyer should be advised where the panic alarm is situated at the reception desk and briefed on how and why to use it.
B
CSA’s already have written procedures re panic alarms but the CSM will circulate a specific reminder re the Reception Desk situation

(also see 3B above)
High
Reminder sent 12.12.06

4A
There are no PIs or LPIs in relation to the CCC and not all of the Key Aims in the Team Plan are being monitored.


It is recommended that Management reviews and updates the team plan and agree and set some PIs and LPIs for the CCC and these should be reported through the Council’s performance management framework. The strategy documents that were completed with Capita should also be utilised.


C
Now that the technology is in place to measure performance, LPI’s will be set by the CSM in conjunction with the Head of Culture and Community
Medium
01.4.07

4B
If a call is answered via the handset instead of through “Agent” on the PC the call will not be logged through the system and not picked up in the figures and as a result will distort the figures.


Management should ensure that CSA’s answer all customer enquiry calls via Agent on their PC in opposed to their actual phone handset.
C
CSA’s have previously been instructed in these procedures but the CSM will oversee the introduction of random checks to identify and address any problems 
Low
From January 07

4C
The Agent State Details Report does not agree to the Contact Service Q Activity Report in the new telephone system, this appears to be due to CSA’s not always allocating a specific code to each call. If this is not completed at the end of each call it will not be allocated to a specific area, for example Council Tax and as a result this will distort the accuracy of the figures.


Management should ensure that CSA’s allocate all customer enquiry calls to a specific code. The Management team should check this against the Daily CC Contact Service Q Activity Report and the Agent State Details Report to ensure that the figures are a true reflection of all the customer enquiry calls received.
C
CSA’s have previously been instructed in these procedures but the CSM will oversee the introduction of procedures to interrogate the system so that any problems are identified and addressed 
Low
From January 07

4D
The waiting times daily summary report and the Face to Face Cust by Matter Code spreadsheets and the reports from the Q-Matic were reviewed from 18/04/06 to date, both the figures for May and July were found to be incorrect.
The differences found in the figures between the reports should be investigated and corrected as soon as possible.
C
The problems identified by the audit have been corrected and the CSS has introduced further checks on the figures 
Low
Completed

4E
The Tiger system for monitoring performance etc for the switchboard/telephony is currently not being used.
The Tiger system should be used so that performance monitoring can be completed on the switchboard / telephony.


C
The Tiger system can not be used because the data in the system needs to be updated by IT/Lynx. The CSM will continue to follow up  the problem


Medium
From January 07

4F
Slight differences in the figures were also noted between the Q-Matic System All Customers and Matter Codes Report and the Matter Codes spreadsheet, the CSS advised that this could often be the case as Q-Matic will allow CSA’s to log out of the system without allocating a matter code, however it will not allow CSA’s to move on and serve another customer without allocating a matter code.


In future CSA’s should not log out of the Q-Matic system without allocating a matter code.
C
CSA’s have previously been instructed in these procedures but the CSM will oversee the introduction of random checks to identify and address any problems
Low
From January 07

5B
The CSA’s are referring complaints to Environmental Quality Services that are no longer under their jurisdiction following the restructure. For example fly tipping and abandon vehicles.
The staff in the CCC should be advised and updated on the new structure and which service areas are responsible for specific enquiries and complaints. This should include the Environmental Quality Services.
C
The CSM has asked CSS’s to identify and address any training needs and, if necessary, to update Achieve Information, the knowledge database
Low
January 2007

6D
There is no self-service computer workstation within the CCC for the public to use.


Consideration should be given to installing a self-service computer workstation for the public to use.
D
The CSM already had this in hand. A self-service PC will be installed in the CCC 
Low
December 2006

6E
The users need to be updated for the following systems: - Q-Matic and Achieve.


The users should be updated for both Q-Matic and Achieve.
C
The CSM will ensure that the Q-Matic and Achieve systems are updated
Low
January 2007

7B
No formal report has been issued to the Capital Projects Board to update them of the proposals for Phase 2 of the project.
It is recommended that a report be completed and issued to the Capital Projects Board to include the proposals and financials for Phase 2 of the project.


B
Head of Culture and Community to submit a report
High
March 2007

Planning and Housing, Development Services Directorate 

Responsible officer for implementation is the Head of Planning and Housing Services
This Action Plan will be followed up in approximately 6 months time.   Please note that any areas, where it is found that insufficient or no action has been taken, will be reported to the Audit Committee along with the reason for non-action.
Ref
Issue
Recommendation
Grade
Action to be Taken (including responsible officer for overseeing the implementation)
Level of Risk

(H, M or L)
Timescale

6A
There is a risk that confidential information which should not be given out to the public could be given out in error if the team in the CCC continue to have the level of access currently held in relation to the Development Control System (DC) within Acolaid.
Together with the Customer Service Manager consideration should be given to withdrawing the CCC staff access to the Development Control (DC) System within Acolaid and replacing this with the Authorities website. If this is to go ahead staff will need to undergo training to ensure that they are competent in using the website to retrieve planning information. The training room on the second floor could be used for this training.


C
The LLPG Technical Officer will arrange for the withdrawal of access to the Development Control system within ACOLAID.

Training will be required for customer contact centre staff to access information from the Council’s website. Supervisor has already had training and the intention was that this training would be cascaded down to other staff.
M
6 Dec 2006

6B
The LLPG Technical Officer advised that the staff in the CCC do not need access to the following systems within Acolaid;-

The Property System. (PR)

Enforcement. (EC)

SN System. (street, name and number)

Listed Buildings. (LBA)


Together with the Customer Service Manager consideration should be given to withdrawing access to the following systems within Acolaid for the CCC staff: - PR, EC, SN and LBA.
C
The LLPG Technical Officer will  arrange for the withdrawal of access to these systems with access ACOLAID 


M
6 Dec 2006

6C
There is no computer workstation available in any of the four interview rooms within the CCC for Planning Officers to use to answer queries when serving customers. They either have to use one of the CSAs desks or go back to their own desk on the 6th floor.


Consideration should be given for planning to have a tablet PC for officers to use when dealing with specific customer enquiries in the CCC. (An Information System Group (ISG) form should be completed if a Tablet PC is required.)
D
Computers are to be installed in two of the Interview rooms for the use of Planning & Housing Services Staff.
N/A
1 Dec 2006

People, Policy and Performance Directorate

Responsible officer for implementation is the Director of People, Policy and Performance
This Action Plan will be followed up in approximately 6 months time.   Please note that any areas, where it is found that insufficient or no action has been taken, will be reported to the Audit Committee along with the reason for non-action.
Ref
Issue
Recommendation
Grade
Action to be Taken (including responsible officer for overseeing the implementation)
Level of Risk

(H, M or L)
Timescale

7A
No formal report has been issued to the Capital Projects Board to update them of the progress of Phase 1 of the project.
It is recommended that a report be completed and issued to the Capital Projects Board containing a formal review to include the current position, financials and any outstanding issues of Phase 1 of the project.


B
Report completed and sent to Capital projects Board on 09/01/07.
Low
Completed

09/01/07

People, Policy and Performance Directorate

Responsible officer for implementation is the Policy and Performance Team Manager

This Action Plan will be followed up in approximately 6 months time.   Please note that any areas, where it is found that insufficient or no action has been taken, will be reported to the Audit Committee along with the reason for non-action.
Ref
Issue
Recommendation
Grade
Action to be Taken (including responsible officer for overseeing the implementation)
Level of Risk

(H, M or L)
Timescale

5A
Current the most frequently asked questions and answers for individual service areas are not being updated or used.
Consideration should be given to reintroducing KIMS this would then enable either the Achieve system to be reintroduced across the Authority or the Capita Knowledge System, so that information and knowledge can be shared


C


The KIMS group is to be reconvened in the new year, as the changes under the new structure changed who were on this group. This group will also cover FOI, Intranet as well as the Achieve updates and they will be having training and support.
M
April 2007

APPENDIX A





Corporate Services


Internal Audit Services





Audit of Pollution Control & Contaminated Land





Systems Review








APPENDIX B





Corporate Services


Internal Audit Services





Audit of Customer Contact Centre (CCC)





Systems Review
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