ARGYLL AND BUTE COUNCIL

AUDIT AND SCRUTINY COMMITTEE

FINANCIAL SERVICES 14 September 2023

INTERNAL AND EXTERNAL AUDIT REPORT FOLLOW UP 2023-24
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2.0

3.0

INTRODUCTION

11

Internal and external audit reports include an action plan with a
management response establishing the agreed action, timescale and
responsible officer. Internal Audit record these in a database and, on a
monthly basis, follow them up to ensure they are being progressed.

1.2  This report updates the committee on all open actions as at 30 June 2023
including information on actions where the agreed implementation date
has been rescheduled.

RECOMMENDATIONS

2.1 To endorse the contents of the report.

DETAIL

3.1 The two tables below provide a numerical summary of open audit actions
with a split between actions due by and due after 30 June 2023.

3.2  Appendix 1 provides further detail on actions that have either been delayed

and rescheduled or for which Internal Audit have received no response
from the service to inform this follow up.



Table 1 - Actions Due by 30 June 2023

Service
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Internal Audit
DH — Legal & Regulatory 1 0 0 0 1
KF — Customer Support Services 1 0 0 0 1
KF — Development & Economic Growth 1 2 0 0 3
KF — Roads & Infrastructure Services 0 5 0 0 5
KF — Financial Services 1 6 0 0 I
H&SCP (JB) — Finance & Transformation 0 1 0 0 1
H&SCP (SW) —Adult Services (Mental Health Learning 1 4 0 0 5
Disability, Addictions & Lifelong Conditions)
H&SCP (SW) —Finance & Transformation 0 2 0 0 2
External Audit
Nil
TOTAL 5 20 0 0 25
Table 2 - Actions due after 30 June 2023
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Internal Audit
DH — Commercial Services 0 0 0 3 0 3
DH — Legal & Regulatory 1 0 0 6 0 7
KF — Customer Support Services 1 1 0| 11 0 13
KF — Development & Economic Growth 0 0 0 3 0 3
KF — Roads & Infrastructure Services 0 0 0 6 0 6
KF — Financial Services 1 0 0 | 31 0 32
H&SCP (JB) — Adult Services (Older Adults & 0 0 0 4 0 4
Community Hospitals)
H&SCP (JB) — Strategic Planning & Performance 0 0 0 1 0 1
H&SCP (SW) —Adult Services (Mental Health Learning | O 0 0 2 0 2
Disability, Addictions & Lifelong Conditions)
External Audit
Nil
TOTAL 3 1 0 | 67 0 71

40 CONCLUSION

4.1 Reasonable progress continues to be made implementing audit actions.




5.0 IMPLICATIONS

5.1 Policy — None

5.2 Financial — None

53 Legal — None

54 HR — None

55 Fairer Scotland Duty — None

55.1 Equalities — None

55.2 Socio-Economic Duty — None

5.5.3 Islands Duty — None

5.6 Climate Change — None

5.7 Risk — None

5.8 Customer Service — None
Paul MacAskill

Chief Internal Auditor
14 September 2023

For further information contact: Paul MacAskill, 01546 604108
Paul.macaskill@argyll-bute .gov.uk

APPENDICES
Appendix 1 — Action Plan Points Delayed & Rescheduled or with No Response



Appendix 1

Action Plan Points Due by 30 June 2023 - Delayed & Rescheduled/Evidence Required

Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer
DEVELOPMENT & ECONOMIC GROWTH 1. Run all 7 IDOX standards 30 June 2023 Work is ongoingto assessthe Building Standards
Building Standards reports and compare with the 01 Aug 2023 adequacy pfthe IDOX standards | Data Systems
services MS Access reports 2. reportsagainstour own MS Technician
2. KPO Reporting Finding: MS Accessis used to Identify and investigate Access managementreports.
extract data from the IDOX system for KPO differences 3. Report findings Thiswas delayed due to
reporting, however, amove to corporate use of MS | to IDOX and request feedback resourcingissuesand need to
Office 365 means that MS Accessis not included carry out full testing for the
withinthatlicence agreement. Supportfor MS service upgrade tothe UNIFORM
Access 2013 will expire31 March 2023 and newer system.
existingversions by 31 March 2026 thereafter
additional arrangements and licences will be Delayed and Rescheduled

required. Recommendation: Building Standards
services should revisit the reporting functionality of
the IDOX system to assess if historical issues have
beenaddressed andraise any outstanding
anomalies with the system provider. This will
provide contingency for MS Access reporting. This
will provide contingency for MS Access reporting.

DEVELOPMENT & ECONOMIC GROWTH Review and update of existing | 31 Dec 2022 Staff availability to progressthis | Processand
Planning Applications written proceduresto provide | 30 Jun 2023 action has again been limited Productivity
a collated procedural 31 Jul 2024 and the requirementto prepare | Improvement Officer
1. Procedure Document There are no established documentforthe handling of acurrent procedure note is
written procedural documentsin place, staff planningapplications. being overtaken by ongoing
follow aseries of workflow processes which are work to review and update
alignedtolegislativerequirements and current currentwork processesthatare
guidance. linkedtothe IT led project for

the replacement of Civicawith
the IDOX Document
Management Systemand
internal development of anew




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer
workflow system using IDOX
Enterprise. The IDOX DMS
project has beendelayed asa
result of matters out withthe
direct control of the DM Service
and is currently expected to be
completed by Summer 2024, it is
recommended that the updated
procedure notes be producedto
align with the introduction of the
new system environment
(Summer2024).
Delayed and Rescheduled
ROADS & INFRASTRUCTURE SERVICES The key officer will ensure that | 31 Dec 2020 Meetingwas held 15 June where | Procurement/
FLEET MANAGEMENT all drivers hold and use 31 Mar 2021 it wasagreedto roll outthe Technical Officer
tachograph cards to move 30 June 2021 Digital Tachographto one area
3. Driving Hours Compliance away fromthe paperbook 31 Mar 2022 (Helensburgh) startingin August,
records. 30 June 2022 on atrial basis. A review will take
Fleetdrivers notsubjectto EU legislation maintain 31 Aug 2022 place withroll outin other
manual drivingrecords which are handed to 31 Mar 2023 locations thereafter. The reason
supervisors on aweekly basis to check and sign. 31 May 2023 for progressingonatrial basisis
Thisis a resource intensive process which is subject 31 Aug 2023 downto new information

LOW

to humanerror. There would be clear process
efficiency gains andlessrisk of errorif the Council
adoptedthe systemalreadyin place forfleet
driverssubjectto EU legislation and rolled out
electronicdrivercardstoall fleetdrivers.

comingto lightrelatingtothe
council havingimplemented a
tachograph system
approximately 15 years ago
following which VOSA made
changeswhich allowed councils
to continue to use log books for
activities wheredriversare only
driving fora part of the working
day. The Helensburgh trial will
help to determine the suitability
of tachographsvslogbooks. Also




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible

Officer
at the June meetingitwas
agreedthat enhanced logbook
information will be produced
which can also be compared
withtimesheetstoensure that
we have a definitive record of
driving activity. Note the existing
use of tachographs, where
driversdrive full time, will
continue duringthe trial period.
Delayed and Rescheduled
ROADS & INFRASTRUCTURE SERVICES The pool car module will be 30 Sep 2020 Digital team contacted regarding | Procurement/
FLEET MANAGEMENT released through Tranman. 31 Dec 2020 procedure forsystem switch- Technical Officer
The pool car module offersa 30 June 2021 overand comms to council staff.
6. Management of Pool Cars A high level analysis of | centralised approachto 31 Dec 2021 Revised go live date 1/8/23.
the use of pool cars suggests the Council could bookings and visibility. The 30 Apr 2022
generate considerable savings through more Council’sinternal 29 Jul 2022 Delayed and Rescheduled
efficient use of pool cars. Fleet Services should communications department 30 Sep 2022
explore this furtherviaa more detailed review will be contacted to highlight 31 Dec 2022
which should considerthe potential benefits of: the use of the pool cars. Work 30 Apr 2023
will be undertakentoincrease | 31 Aug 2023
e amore centralised approach tothe usage.

administration and booking of pool cars

e betterpromotion of the use of pool cars

e providing greater visibility of bookings and
destinationstoencourage pool carsharing

e implementingor developingapool car
booking system

e identifyingways of transferring the balance
of pool car usage from shorterjourneysto
longerones




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer
ROADS & INFRASTRUCTURE SERVICES Reintroduce use of handheld 31 July 2022 Refreshertrainingfor Operations Manager,
STREET CLEANING devicessubjecttoongoing 31 Dec 2022 supervisorsis nearing Roads &
Covidrestrictionsetc.toallow | 31 Mar 2023 completion. Reintroduction of Infrastructure
4. Updating of ELM Local Environment Teams efficientupdatesto ELM. 30 Sept 2023 the tablet devices has notyet Services
(LETs) are not currently using tablet devices to been fullyimplemented asissues
indicate that work allocated has been completed. have beenidentifiedinthe
= | Supervisorsare updatingthe systeminsome areas performance of the devicesand
Q© | but thisisnot consistentacross the Council. theirusageis considered
challengingforsome employees.
Further consideration will be
taken to progressthisaction.
Delayed and Rescheduled
ROADS & INFRASTRUCTURE SERVICES Review the processfor; 30 Sep 2022 The listfor the second domestic | Operations Manager,
WARDEN SERVICES 30 Dec 2022 bins has been compiled as have Roads &
Review the second bins that 30 Jun 2023 the draft lettersforbothsecond | Infrastructure
3. Second Bin Service Verification are in place and the process for | 30 Sep 2023 domesticbinsand assisted pull Services

Wardens are expected to verify the veracity of
applicationsfrom customers forasecond domestic
binservice. Thisrequiresthe wardento confirm
that information provided by the customeris
accurate and meetsthe defined criteria. The
information provided to substantiatean
application can be very personal and sometimes of
a sensitive medical nature. Wardens have been
askedto provide thisservice but have received no
formal trainingin how to ensure acustomer’s
dignityis maintained orto ensure they are aware
of the requirements of General Data Protection
Regulation (GDPR) inrelation to personal datafor
this specificprocess.

Due to the sensitivity of this process, and the
potential risks associated with data protectionitis

rationalising. Thisreview to
also give considerationto
composition and identify
opportunitytoincrease
recyclingandreduce general
waste.

outsto sendto residentsto see if
they still require this service.
These letters willbe sentout by
Friday 28th July 2023 with a
return date of Friday 1st
September2023.

Delayed and Rescheduled




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer
recommended that the currentverification process
isreconsidered todetermineifitisappropriate to
maintainitinits current form. Ifit isdecided it
should be retained then there should be
engagementwith the Council’s Governance and
Risk Manager to ensure itis beingcarried outin full
compliance with GDPR.
ROADS & INFRASTRUCTURE SERVICES Review the processfor- 30 June 2022 Work is still ongoing on the Operations Manager,
WARDEN SERVICES Dealing with requestsfornew | 30 Sep 2022 waste policy and a draft Roads &
and replacementbins. 31 Dec 2022 procedure iswith the Operations | Infrastructure
2. Second Bin Service Verification 30 Jun 2023 Manager for sign off. Asper Services
31 Jul 2023 previous commentthose

Wardens are expected to verify the veracity of
applications from customers forasecond domestic
binservice. Thisrequiresthe wardento confirm
that information provided by the customeris
accurate and meetsthe defined criteria. The
information provided to substantiatean
application can be very personal and sometimes of
a sensitive medical nature. Wardens have been
asked to provide this service but have received no
formal trainingin how to ensure acustomer’s
dignityis maintained orto ensure they are aware
of the requirements of General Data Protection
Regulation (GDPR)in relation to personal datafor
this specificprocess.

Due to the sensitivity of this process, and the
potential risks associated with data protectionitis
recommendedthatthe currentverification process
isreconsidered to determineifitisappropriate to
maintainitinitscurrent form.Ifitisdecided it
should be retained then there should be
engagement with the Council’s Governance and

customers whorequire asecond
binfor medical requirements will
automatically receive their bin.
The Wardens have received
confidentiality training from KSB
and the service receives annual
training with regards to RIPSA
fromthe Governance and Risk
Manager.

Delayed and Rescheduled




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer
Risk Manager to ensureitis beingcarried outin full
compliance with GDPR.
FINANCIALSERVICES Work with Property Services 31 Dec 2022 The bulk of the work for thishas | Accountant - Capital
FIXED ASSET REGISTER (AIRS) and Fleetto ensure systems 31 Mar 2023 been completed, however, the
record the same assetsand 30 June 2023 information has notbeen
3. Asset Record Maintenance referto references onother 30 Sep 2023 transferred overto AIRS due to
s systems. issueswiththe AIRS system
D | Thereare inconsistenciesin descriptions when requiring supplier supportand
o recording Council assets across the various systems also staff resources.
2 | and assetreferencesare not always available to aid
cross referencing. This resultsin difficulties Delayed and Rescheduled
reconcilingassets held in service records to the
fixed assetsystem AIRS.
FINANCIALSERVICES Speakto System supplierabout | 30 June 2023 We have spokentothe System NDR & Income
MANAGEMENT OF DEBT/DEBT RECOVERY making these fields mandatory | 31 Dec 2023 supplierandthisisstillunder Manager
for usersto complete if raising investigation with the supplier.
s | 10. Raising of invoicesand Recovery Routes a debtoraccount.
D | Finding: Legal Servicesrecoveryishampered due Delayed and Rescheduled
8 | tolack of customertelephoneand email contact
2 | details beingentered when the Debtors records
are created by Services. Recommendation: Phone
numberand email fields should be mandatory
FINANCIALSERVICES The service would like to look 30 June 2023 Actionregarding E-billing had NDR & Income
Management of Debt/Debt Recovery at the possibility of E-billing 31 Dec 2023 been progressing but was stalled | Manager

17. Sharing of good practice Consideration should
be givento whetheritis possibletoissuestext
message reminders for Non Domestic Rates missed
payments.

and textremindersforNDRin
the future. There will be a cost
to this, giventhat NDR income
ispooled by the governmentit
has neverbeenourhighest
priority. That beingsaid it
wouldintroduce improvements
for our businesses. We will
approach the systems supplier,

around March due to Annual
Billingand revaluation. We are
lookingto establishif thisis
possible todoin-house, orif we
require to purchase 3rd party
software. We have alsosstill to
approach the systems supplier
(Northgate) about the possibility
of usinga textreminderservice.




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer
Northgate (Orbis) and get
qguotesforthiswork. At that Delayed and Rescheduled
pointa business case will need
to be considered beforeany
other progress can be made.
FINANCIALSERVICES Capital Planningand 31 Mar 2022 The completion of thisactionis Head of Commercial
CAPITALMONITORING Management Guide to be 30 Sep 2022 dependentuponthe agreement | Services/Finance
updated once the Capital 31 Dec 2022 of the revised capital strategy. Manager
1. Capital Programme Planning & Management Strategy has beenapprovedto | 31 Mar 2023 The latest update from the Head
Guide The Council’s Capital Guide has notbeen ensure thetwo are alignhedand | 30 Sep 2023 of Commercial Servicesis that
revisedsince 2018 and requiresareview toensure | provide clarity. the strategyis currently being
it reflects current working practices and provides refinedanditis plannedthatit
appropriate supportto officersinvolvedinthe will be presented tothe Policy
g capital monitoring process. The Council is currently and Resources Committeein
8 | developinganew Capital Strategy whichisto be June 2023.
E presentedtothe Policy and Resources Committee
in August 2021 and we recognise thata review of Delayed and Rescheduled
the Guide should be conducted afterthe Strategy
has beenfinalised to ensure the two documents
complementeach otherand. The Guide could also
benefitfrombeinglinkedto, orreferencing, other
relevant Council processes, in particularthe Project
Managementsection on the Hub.
FINANCIALSERVICES Training documentationto be 30 Jun 2022 The completion of thisactionis Finance Manager
CAPITALMONITORING createdthat project managers | 30 Sep 2022 dependentuponthe agreement
can referto. Refreshertraining | 31 Mar 2023 of the revised capital strategy.
2. Capital Programme Training to be provided forexisting 30 Jun 2023 The latest update from the Head
% Project Managersand a plan 30 Sep 2023 of Commercial Servicesis that
3 | Thereisno training programme to supportofficers | putinplace for trainingforany the strategyis currently being
E involved inthe management of the Council’s new staff that have capital refinedanditis plannedthatit

capital programme. It would be beneficial to
engage with project managers toidentify training
needs and address these through the development
of atraining programmeto helpensurea

budget monitoring
responsibilities.

will be presented tothe Policy
and Resources Committee in
June 2023.




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer

consistentand robustapproach to capital project Delayed and Rescheduled

management. In particularthis shouldinclude

training on capital project profiling.

FINANCIALSERVICES Following the PublicPound 30 Jun 2020 This cannot be completed until Head of Financial

FOLLOWING THE PUBLIC POUND guidance will be drafted to 31 Dec 2020 the Capital Investment Strategy | Services
provide aconsistentapproach | 30Jun 2021 has been completed. The latest

1. Guidance on Followingthe PublicPound (FtPP) | to managingthe award of 31 Dec 2021 update fromthe Head of

Although the Council hasan approved process to external funds. 30 Sep 2022 Commercial Servicesisthat the

manage external funding requestsitislimitedin 31 Dec 2022 strategyiscurrently being

detail, isnotclosely aligned to the Code of 31 Mar 2023 refinedanditis plannedforitto

Guidance on Funding External Bodies and 30 Jun 2023 be presentedtothe Policy and

Followingthe PublicPound andthereisageneral 30 Sep 2023 Resource CommitteeinJune

lack of awareness amongst officers thatit exists.
Audittestingidentified anumber of areas of good
practice within the Council and overall compliance
with the principles of FtPP howeverthere were
examples of inconsistent practice. Amore
comprehensive guidance document should be
established which provides a more standardised
and tiered approach providing greater clarity over
roles and responsibilities and standardised
templatesforkey stagesinthe processincluding
funding assessments and post award monitoring
and reporting. The auditteamresearched a
number of examples of FtPP guidance which had
been created by other councils duringthe planning
phase of the auditand can make these availableto
informthe creation of an Argyll and Bute
equivalent.

2023. Currently waitingonthe
new asset management strategy
being completed and ratified to
complete.

Delayed and Rescheduled




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer
FINANCE/TRANSFORMATION Complaints Handling Training | 30 Sep 2022 Trainingtook place inpersonon | Chief Nurse-NHS
H&SCP - Complaints Handling will be incorporatedintostaff | 30 Nov2022 9th June. Highland
training processes 30Jun 2023 Single agency training has been
3. Training 30 Sep 2023 delivered with aplanto move
towards jointtraininginthe
Training should be provided inthe complaints coming months-the planis still
handling proceduresforthe 1JB being developed. Complaint
= handlers, investigators and
9 responsible managersare also
encouragedtoaccess the SPSO
online resources fortrainingon
complaints handlingand
investigations.
Delayed and Rescheduled
ADULT SERVICES (MENTALHEALTH LEARNING Detail restricted. 30 Jun 2023 Detail restricted. SW Admin Manager
DISABILITY, ADDICTIONS & LIFELONG 31 Aug 2023
CONDITIONS/CSWO) Delayed and Rescheduled
ClientFunds
2. Detail restricted.
ADULT SERVICES (MENTALHEALTH LEARNING Detail restricted. 31 Mar 2023 Detail restricted. SW Admin Manager
DISABILITY, ADDICTIONS & LIFELONG 30 Jun 2023
CONDITIONS/CSWO) 31 Aug 2023 Delayed and Rescheduled
Client Funds
4. Detail restricted.
ADULT SERVICES (MENTALHEALTH LEARNING Detail restricted. 30 Jun 2023 Detail restricted. SW Admin Manager
DISABILITY, ADDICTIONS & LIFELONG 31 Aug 2023

CONDITIONS/CSWO)

Client Funds
6. Detail restricted.

Delayed and Rescheduled




Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer
ADULT SERVICES (MENTALHEALTH LEARNING Detail restricted. 30 Jun 2023 Detail restricted. SW Admin Manager
DISABILITY, ADDICTIONS & LIFELONG 31 Jul 2023
§ CONDITIONS/CSWO) Delayed and Rescheduled
)
E ClientFunds
9. Detail restricted.
FINANCE/TRANSFORMATION Provided by key officer HSCP 30 Jun 2023 A meeting with seniorstaff and Business
CustomerService Centre management will work withthe | 30 Sep 2023 service centre managementis Improvement
CET team to determinethe arranged for 20 July to review Manager
1. Failure to ensure CET have up to date Service best way to approach the the information requirement and
information There is concernthat some teams currentproblemand partnership workingto address
within HSPCare not fully engaging with CSC, implement the correct solution concerns. Highlighted evidence
despite repeated requests from Senior Managers | agreeable by HSCP and CSC. from CSC has been forwarded to
to review theirinformation. Inaddition, the Duty management and action taken to
rotas and contact details on the HSPC SharePoint ensure staff are responding
are notalways up to date. HSCP must engage with appropriately. Some ongoing
CET to review the online and offlineinformation staffingissues suspended duty
available toagentsand customers toensureitis rotas in some areas which was
accurate, up to date and reflects currentteam not communicated. Otherduty
structures and duty rotas. rotas are confirmedasupto
date. If this is not operating as
requireditwill be reviewed at
the meeting.
Delayed and Rescheduled
FINANCE/TRANSFORMATION Provided by key officer The 30 Jun 2023 Thisaction will be afocal point Business
CustomerService Centre service will engagein 30 Sep 2023 of the forthcoming meetingon Improvement
discussions with CET’s 20 July. Contact centre staff are Manager

6. Routing of callsto the appropriate channels Calls
for HSPCrepresentthe highest volume of both calls
handled by CSCand transferred tothe Service. The
data provided detailingthe teams the calls are
transferred to indicates thatit may be more
appropriate for properly trained staff to handle
and manage these calls. Contact Centre and HSCP

CustomerEngagement
Manager to ensure that
suitable arrangementsarein
place which maximises
efficiency and effectiveness of
the handling of customer

regularly provided with training
inpublic protection and this can
be arranged as required. As
noted previously we have
responded to protection
concerns by ensuring staff are
directedtorespondto CSC




Service, Report, Plan no. & Finding

Agreed Action

Dates

Comment

Responsible
Officer

should analyse whetheritis more efficientto route
certain call types on the HSCP Golden Number
directly to HSCP forthemto manage or that
specificissues which require more specialist or
detailed knowledge are dealtdirectly by HSCP.

contacts and enquiriesviathe
HSCP Golden Number.

appropriately.

Delayed and Rescheduled




Action Plan Points Due after 30 June 2023 - Delayed & Rescheduled

LOwW

Service, Report, Plan no. & Finding Agreed Action Dates Comment Responsible
Officer / Status
CUSTOMER SUPPORT SERVICES Provided by key officer 1. CET 31 Jul 2023 CET has been liaising with Customer
CustomerService Centre will engage with Service Leads 30 Sep 2023 Govmetricregardingthe latest | Engagement
to review Avoidable Contact thinkingaround Avoidable Manager

3. Performance Indicators Information gather using
the Avoidable and Non Avoidable categories do not
match real time concerns or trends identified by
staff regardingarisingissues asthese are lagging
indicators. Customer Service Centre should, with
Services, review the definitions of the Avoidable
and Non Avoidable Contacts withaviewto
gatheringactionable data on the volume of repeat
contacts due to lack of follow up, availability of
information and establishing whetherthereisan
issue with customers beingunableto reach staff
who have been named as a key contacts.

measures and reporting. 2. CET
will send areport with
Improvement
Recommendations to DMT and
ELT forapproval by July 2023.

Contact and the potential to use
it forefficiencies. A
presentation on this was given
to Budget Working Group on
26/6 where it was recognised as
havinglongerterm potential
(see attachmentitem 6). The
Avoidable Contact Consultation
will now be integrated to the
wider Customer Service
Strategy Consultation, hence
the completion date of this task
will slip.

Delayed and Rescheduled




