
UPDATE ON THE IMPLEMENTATION OF RECOMMENDATIONS SUPPLIED BY INTERNAL AUDIT 
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Commentary from internal audit & response

Council Tax/Benefits
Support System
2017/18                              

Reasonable
Assurance

1
Management to ensure that reconciliations
are produced on a weekly basis  to check for
any imbalances . Documents to be signed
and dated by the preparer and reviewer

1 MEDIUM
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Weekly reconciliations are being undertaken.

Business Process Review
2017/18                              

Reasonable
Assurance

3

Lack of communication   1For future BPRs,
management responsible for the
implementation of actions and delivery of
cost savings, should be involved in a final
meeting to establish the key actions
required. 

 1 MEDIUM
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No future BPR's have been undertaken so we can not evidence this action.
They are due to be reinstated although specific details are not agreed. This
recommendation is marked as on going as can not be evidenced

Business Process Review
2017/18                              

Reasonable
Assurance

 
Dissemination to key staff  2.Following the
introduction of the Homelessness Reduction
Act, all Contact Centre staff should be given
training on the Housing Options Wizard

1 MEDIUM
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Due to changes in the Homelessness Reduction Act, the training of Contact
Centre staff on the Housing Options Wizard is not now appropriate.

Business Process Review
Homelessness
2017/18                             

 Reasonable
Assurance

 

Attributable cost savings .Cost savings
achieved should be linked and attributable,
at least in part, to the actions implemented
following the BPR.  Where possible future
BPRs should detail how proposed efficiency
measures can be measured and linked to
anticipated (and actual) costs reductions.

1 MEDIUM
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rt As part of lessons learnt any future BPR's will link any cost savings identified

into the actions implemented.

Payroll 
Procedural Documents
2017/18  

 Reasonable
Assurance

6

There is currently no procedural document in
place to explain the process of payroll, or the
roles and responsibilities  of individuals since
the migration of payroll to an outsourcing
faculty.     The Council will ensure a
procedural document is in place to detail the
roles and responsibilities and changes in
process to the outsourcing of payroll since
April 2017.
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Partially implemented - ongoing.



Payroll
Reconciliation                       
2017/18

Reasonable
Assurance

 

Reconciliation between Payroll and the
General Ledger are undertaken by the
Council's Finance team.   Management to
ensure that reconciliations are performed on
a monthly basis. They will be calculated by
the Financial Accountant before being signed
off by the Senior Accountant. Signed copies
will be stored on file. 

- - - - 1 MEDIUM
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Reconciliation between Payroll and the General Ledger is being undertaken
on a monthly basis

Corporate Governance
Complaints Process
2017/18

Reasonable
Assurance

4

A new complaint process introduced in
January 2018 with  a narrower definition of a
complaint was determined. Clarification and
training needs to be provided to the staff to
differentiate between a formal complaint
and a standard rectification request in
respect of service failure, in addition to an
overview of the new two stage process and
the narrower definition.

1 MEDIUM
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Two stage process for complaints is explained in the Customer Charter on
the EEBC website.  All staff received refresher training following the audit. All
new staff are trained on the feedback policy. 

Corporate Governance
Monitoring Update to
Committee
2017/18  

Reasonable
Assurance

 

A monitoring update on complaints received
has not been provided to the Audit,Crime &
Disorder and Scrutiny Committee in the last
12 months.  An annual monitoring update
will be provided to members through a
report to the Audit Committee. It will report
on year on year trends in complaint numbers
as well as the number of complaints reaching
Stage 2 and Local Government Obudsmen
level and an overall compliance to the 15 day
response target.
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A report was taken to the June ACD & S committee providing members with
an opportunity to scrutinse complaints

Emergency Planning
Critical Function Analysis
2017/18         

 Reasonable
Assurance

 

The ICT department will undertake a review
into their current Business Continuity Plan
and provide further detail surrounding the
critical function analysis.  The critical function
analysis should adequately document the
details of the function and any resources
required for the recovery of the function.
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This is ongoing the ICT manager is revieweing the business continuity
arrangements and the disaster recovery arrangements. The critical function
analysis will be undertaken as part of this. 

Emergency Planning
Shared ICT service with
Elmbridge BC,
memorandum of agreement
2017/18  

Reasonable
Assurance

 

The Emergency Planning & Business
Continuity officer and the acting Head of ICT
will liaise to review the current
Memorandum of Agreement for the ICT
Shared Service with Elmbridge BC.  A
discussion will be undertaken with senior
officers at Elmbridge BC to establish what
arrangements are still in place and can be
agreed going forward with particular focus
on desk space at the respective Council's in
cases of emergency.  

1 MEDIUM
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This recommendation is superceed as we are no longer part of a shared
service with Elmbridge BC. EEBC need to ensure that new arrangments are
sufficient and this is monitored through the IT New Ways of Working Group. 



Emergency Planning
Shared Data Centre, disaster
recovery procedures
2017/18       

Reasonable
Assurance

 

The Acting Head of ICT will liaise with the
relevant officer at Elmbridge and the lead at
the new data centre to confirm a review of
the current disaster recovery controls in
place at the new data centre. These should
be undertaken prior to the new data centre
going live.  Disaster recovery procedures
should be tested on a regular basis to
confirm adequate business continuity
measures are in place.
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The datacentre no longer provides this service and went into administartion.
The Council now has a contract with ADAM continuity for DR, but this still
needs testing.   Current DR arrangements need to be reviewed once we have
migrated  the datacentre on to the new kit the DR arrangements will be
tested. 

Local Plan
Annual Monitoring Report
2017/18       

 Reasonable
Assurance

2

Section 35 of the Planning and Compulsory
Act 2004 (as amended) requires local
planning authorities to publish monitoring
information to the public at least yearly in
the interests of transparency.    In order to
comply with statute the Housing Annual
Monitoring Report 2016/17 will be produced
as soon as possible. 
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The 16/17 Housing Annual Monitoring report has been reported to
Committee. The 17/18 Housing Annual Report is due to go to Committee in
March 

Revenues
Reminders/Final Letters/
Summons Letters
2017/18         

Reasonable
Assurance

 

Management will ensure that the indentified
case (#100892778) is followed up and
summons are issued to the individual
responsible.   The Council's recovery
timetable should be followed to maximise
the chances of recovering the debt.   In
addition, management will ensure that a
review of all NNDR cases that are currently in
arrears is undertaken to ensure all cases are
currently being managed in line with the
Council's recovery timetable.

1 MEDIUM
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The identified case is now on an arrangement to pay, a summons did not
become necessary.   NNDR arrears cases are now being monitored and
managed in line with the Council's recovery timetable.

Cyber Security 2017/18 Advisory
10 medium audit recommendations were
identfied 
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The 10 recommendations have not fallen due for implementation  and a
separte report on progress will be reported to the AC&DS Committee in April

Building & Planning Control
Attributable cost savings
2016/17                              

 Reasonable
Assurance

1

When the Customer Services Team receive
outstanding information to complete a
building or planning control application this is
not always filtered through to the Planning
and Building Control Team promptly. This
results in applications being delayed.    There
is a risk that if applications are not being
promptly processed that :
- there is a delay in income due to the
Council; and                                          -
Reputational damage occurs meaning the
building control service will potentially
receive less repeat business.

_ _ _ - 1 Medium 
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The auditors  have received management assurance that the action has been
implemented . The Customer Service staff confirmed that there are
processes in place  for applications and once activated, customer services
staff can access appointments for building control direct and the diaries are
shared.  There is no backlog. There is a process for checking open cases
although this is done as resources require and cases can be open for a
number of years as work is not completed for a final certificate 



Housing Rent Accounting
and  Reconciliation
2016/17 

Partial Assurance 3

There is no reconciliation of the cash
receipting system to the rent system to
ensure all payments are accounted for and all
suspense items have been posted to rent
accounts.(Medium)

_ _ _ 1 Medium
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The Housing Team have re drafted the rent arrears policy. 

The procedure for arrears recovery does not
specify the point at which recovery action
should begin or the intervals between
recovery letters (Med)

_ _ _ 1 Medium
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There are additional resources within the team because of the new Private
Sector Leasing Officer and the Temporary Accommodation Liaison Officer  to
ensure arrears can be chased.

 Arrears are not being chased effectively due
to the lack of staff capacity for this and the
current lack of functionality for this in the
rent system.(Med)

_ _ _ 1 _ Medium
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l The rent accounting system continues to present problems and  following an
upgrade to the academy system , housing have limited remote access and
the Housing Team to continue exploring  an alternative rent accounting
system . 

PCI Compliance
2016/17  

Partial Assurance 3

The Council is not PCI compliant, as it has not
yet completed the self-assessment
questionnaire. We were informed that it has
completed approximately 50% of the
questions. There is a risk that it could be
charged non-compliance fees by the Bank
until it is compliant (High)
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 This is implemented and the Council is compliant. 

To comply with PCI requirements the Council
has to ensure that its third party providers
are PCI compliant, however the Council has
failed to ensure this by holding copies of
their current certificates.(Med)

1 Medium
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 As the Council have moved from Adelante to Civica Pay as part of upgrading
the financial system, recommendation 2  is  ssuperseded. This infornation is
held on Civica Pay for the facilitaion of compliany card payments.

 Although the Council’s call recording system
has been upgraded and is PCI compliant it
fails to be compliant when connected to the
CRM system, risking the Council holding
customer credit card details in breach of PCI
requirements.(High)

1 High
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 The call recording system has been switched off and  is no longer in
operation 

TOTAL 10 3 0 6 11

Summary
Not yet due 10

Fully Implemented 11
Partially Implemented 6

Not Implemented/Outstanding 0
Superseded 3

TOTAL 30


