
 

 

 

SOUTH KESTEVEN DISTRICT 
COUNCIL 
Internal Audit Progress Report 

Governance and Audit Committee 

25 September 2019 
 

Page 1 of 37



 

  South Kesteven District Council | Internal audit progress report | 1 

CONTENTS 

 
1 Introduction ................................................................................................................................................................... 2 

2 Reports considered at this Governance and audit committee ..................................................................................... 3 

3 Looking ahead .............................................................................................................................................................. 6 

4 Other matters ............................................................................................................................................................... 7 

Appendix A: Internal audit assignments completed to date .............................................................................................. 8 

For further information contact .......................................................................................................................................... 9 

 

 

 

 

 

 

Page 2 of 37



 

  South Kesteven District Council | Internal audit progress report | 2 

The Internal Audit Plan for 2019/20 was approved by the Governance and Audit Committee on 21 March 2019. Below 
provides a summary update on progress against that plan and summarises the results of our work to date. Please see 
chart below for current progress with the Plan.  
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1 INTRODUCTION 
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This table of the audit assignments that have been completed and the impacts of those findings since the last 
Governance and Audit Committee held. The Executive Summary and Key Findings of the assignments below are 
attached to this progress report. 

Assignments Status Opinion issued Actions agreed  

   H M L 

 
 
Building Control (2.19/20) 
 

 
 
Final 

 

 
 
0 

 
 
4 

 
 
2 

 
 
Allocations and Lettings (3.19/20) 
 

 
 
Final 

 

 
 
0 

 
 
0 
 

 
 
2 

 
 
Housing Benefits (4.19/20) 

 
 
Final 

 

 
 
0 

 
 
0 

 
 
2 

 
 
Customer Relationship Management 
(5.19/20) 
 

 
 
Final 

 

 
 
0 

 
 
3 

 
 
1 

 

 

 

 

 

 

 

 

 

 

2 REPORTS CONSIDERED AT THIS GOVERNANCE 
AND AUDIT COMMITTEE 
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2.1 Impact of findings to date 

 

Building Control (2.19/20) 

Conclusion: Reasonable Assurance 

Impact on Annual Opinion: Positive 

As a result of testing undertaken, four ‘medium’ and two ‘low’ priority findings were identified. 
Management actions were agreed in respect of all the findings. 

The medium priority findings relate to: 

 The contract between South Kesteven District Council, Rushcliffe Borough Council and Newark 
and Sherwood District Council for the provision of Building Control services was put into place in 
2015 for the period 1 April 2016 and 31 March 2019. The deed of variation to this contract is yet 
to be signed by the contracting parties. 

 For the same sample of 20 applications it was identified that; in two cases a receipt could not be 
located on the file; in one case the validity code was not recorded on the Uniform system; and in 
eight cases the acknowledgement could not be located on the file. 

 For the same sample of 20 applications in five cases a decision notice was required to be issued. 
Testing identified that in two of these cases the decision notice was issued nine weeks and three 
weeks respectively after the target decision date. 

 For the same sample of 20, testing identified that one case the completion certificate was not 
maintained on file. 

 

Allocations and Lettings (3.19/20) 

Conclusion: Substantial Assurance 

Impact on Annual Opinion: Positive 

As a result of testing, two ‘low’ priority management actions were identified, and these were agreed 
by management.  

 

Housing Benefits (4.19/20) 

Conclusion: Substantial Assurance 

Impact on Annual Opinion: Positive 

As a result of testing, two ‘low’ priority management actions were identified, and these were agreed 
by management.  

 

Customer Relationship Management (5.19/20) 

Conclusion: Reasonable Assurance 

Impact on Annual Opinion: Positive 

As a result of testing undertaken, three ‘medium’ and one ‘low’ priority findings were identified. 
Management actions were agreed in respect of all the findings. 

The medium priority findings relate to: 
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 The Council are unaware if Civica can provide system blockages for user conflicts of interest 
such as taking calls and processing family members on Civica. As part of a walkthrough, an 
instance was identified where a member of staff had dealt with a case of a family member. Good 
practice is for this conflict of interest to be managed closer. 

 At present, no formal process is in place for cleansing old date stored in Civica and as such data 
is being held for longer than required. 

 At present, Civica is the main CRM system in use at the Council, however, older CRM systems 
are still in use for some departments causing inefficiencies and the Council is not fully benefitting 
from the purchased Civica software.  
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Assignment area  Timing per approved              
IA plan 2019/20 

Status 

Communication – Social Media  Quarter 1 Draft Report Issued 

Complaints and Freedom of Information  Quarter 2 Not Yet Due 

IT Review  Quarter 2 Not Yet Due 

Health and Safety  Quarter 2 Not Yet Due 

Capital Strategy  Quarter 2 Not Yet Due 

Enforcement - Littering  Quarter 3 Not Yet Due 

Risk Management   Quarter 3 Not Yet Due 

Purchasing Cards  Quarter 3 Not Yet Due 

Procurement and Contracts  Quarter 3 Not Yet Due 

Homelessness  Quarter 3 Not Yet Due 

Follow Up 2  Quarter 3 Not Yet Due 

Flexible Working  Quarter 4 Not Yet Due 

Void Management  Quarter 4 Not Yet Due 

Planning Service  Quarter 4 Not Yet Due 

 

3 LOOKING AHEAD 
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4.1 Changes to the audit plan  
There have been no changes made to the Internal Audit Plan. 

4.2 Quality Assurance and Continual Improvement  

To ensure that RSM remains compliant with the PSIAS framework we have a dedicated internal Quality Assurance 
Team who undertake a programme of reviews to ensure the quality of our audit assignments. This is applicable to all 
Heads of Internal Audit, where a sample of their clients will be reviewed. Any findings from these reviews being used 
to inform the training needs of our audit teams. 

The Quality Assurance Team is made up of: Ross Wood (Manager, Quality Assurance Department) with support from 
other team members across the Department. All reports are reviewed by James Farmbrough as the Head of the 
Quality Assurance Department. 

This is in addition to any feedback we receive from our post assignment surveys, client feedback, appraisal processes 
and training needs assessments. 
 

4.3 Post Assignment Surveys  
We are committed to delivering an excellent client experience every time we work with you. Your feedback helps us to 
improve the quality of the service we deliver to you. Currently, following the completion of each product we deliver we 
attached a brief survey for the client lead to complete.  

We would like to give you the opportunity to consider how frequently you receive these feedback requests; and 
whether the current format works. Options available are: 

 After each product (current option); 
 Monthly / quarterly / annual feedback request; and 
 Executive lead only, or executive lead and key team members. 

 

 

 

 

  

4 OTHER MATTERS 
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APPENDIX A: INTERNAL AUDIT ASSIGNMENTS 
COMPLETED TO DATE 
Report previously seen by the Governance and Audit Committee and included for information purposes only: 

Assignment Status Opinion issued 
Actions agreed 

H M L 

Follow Up 1 (1.19/20) Final  Reasonable progress   0   9   4 
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rsmuk.com 

This report is solely for the use of the persons to whom it is addressed. To the fullest extent permitted by law, RSM 
Risk Assurance Services LLP will accept no responsibility or liability in respect of this report to any other party. 
 
The matters raised in this report are only those which came to our attention during the course of our review and are 
not necessarily a comprehensive statement of all the weaknesses that exist or all improvements that might be made. 
Actions for improvements should be assessed by you for their full impact. This report, or our work, should not be taken 
as a substitute for management’s responsibilities for the application of sound commercial practices. We emphasise 
that the responsibility for a sound system of internal controls rests with management and our work should not be relied 
upon to identify all strengths and weaknesses that may exist. Neither should our work be relied upon to identify all 
circumstances of fraud and irregularity should there be any. 
 
Our report is prepared solely for the confidential use of South Kesteven District Council, and solely for the purposes 
set out herein. This report should not therefore be regarded as suitable to be used or relied on by any other party 
wishing to acquire any rights from RSM Risk Assurance Services LLP for any purpose or in any context. Any third 
party which obtains access to this report or a copy and chooses to rely on it (or any part of it) will do so at its own risk. 
To the fullest extent permitted by law, RSM Risk Assurance Services LLP will accept no responsibility or liability in 
respect of this report to any other party and shall not be liable for any loss, damage or expense of whatsoever nature 
which is caused by any person’s reliance on representations in this report. 
 
This report is released to you on the basis that it shall not be copied, referred to or disclosed, in whole or in part (save 
as otherwise permitted by agreed written terms), without our prior written consent. 
 
We have no responsibility to update this report for events and circumstances occurring after the date of this report.  
 
RSM Risk Assurance Services LLP is a limited liability partnership registered in England and Wales no. OC389499 at 
6th floor, 25 Farringdon Street, London EC4A 4AB. 

 

Chris Williams, Head of Internal 
Audit 

chris.williams@rsmuk.com 

Address: 
RSM Risk Assurance Services LLP 
Suite A, 7th Floor 
City Gate East 
Tollhouse Hill 
Nottingham NG1 5FS 

Phone: 01159 644450 
Mobile: 07753 584993 

 

FOR FURTHER INFORMATION CONTACT 
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1.1 Background  
A review of Building Control was undertaken at South Kesteven District Council (Council) as part of the approved 
internal audit periodic plan for 2019/20. 

Building Control is a service that ensures that building work satisfies the minimum standards required by the Building 
Regulations. Building regulations are legal requirements aimed at achieving adequate standards of building work for 
the construction of domestic, commercial and industrial buildings.   

Building Control services are provided by the Council through East Midlands Building Consultancy (EMBC). EMBC is a 
Local Authority Building Control Partnership between South Kesteven District Council, Newark and Sherwood District 
Council and Rushcliffe Borough Council. 

A Partnership Board is in place to monitor the service and meets on a quarterly basis. The membership of the 
Partnership Board consists of members from each of the three local authorities.     

The EMBC Team is led by the Building Control Lead Officer - Building Control (Shared Services) and is assisted by 
three Team Leaders, six Administrators, 10 Surveyors and one Technical Assessor.    

2,011 Building Control applications were received by EMBC during the period 1 April 2018 to 31 March 2019.  

 

1.2 Conclusion 
This review has confirmed that the Council has in place adequate controls for Building Control, but it was identified 
that these controls are not always sufficiently complied with. We have therefore agreed with management and raised 
four ‘medium’ and two ‘low’ priority management actions. Further details are provided in section 2 of this report.   

Internal audit opinion: 
Taking account of the issues identified, the Council can 
take reasonable assurance that the controls in place to 
manage this area are suitably designed and consistently 
applied. However, we have identified issues that need to 
be addressed in order to ensure that the control 
framework is effective in managing the identified area(s). 

 

1.3 Key findings 
The key findings from this review are as follows: 

 The Building Control Surveyors receive newsletters from the Local Authority Building Control (LABC) on at least a 
monthly basis. New staff are provided training on a one-to-one basis. There has been no new staff joining the 
Team in the past 12 months. Where appropriate training on any changes in legislation is provided and is also 
discussed at Team meetings. 

BUILDING CONTROL - EXECUTIVE SUMMARY 
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 The South Kesteven District Council website includes a page on planning and building control and provides a link 
to the (EMBC) website. The EMBC website provides information on the service and applicants can complete 
applications, book inspections and view applications.  

 EMBC is a Local Authority Building Control Partnership between South Kesteven District Council, Newark and 
Sherwood District Council and Rushcliffe Borough Council and as such are not permitted to market their services. 

 Fees and charges applicable to provision of the Building Control service are guided by The Building (Local 
Authority Charges) Regulations 2010. The fees were reviewed and updated and were approved by the Cabinet in 
November 2016 and became effective from January 2017. It was confirmed that the fees and charges are 
published on the EMBC’s website.   

 Payment of Building Control fees can be made by telephone (debit/credit card), by cheque or bank transfer/BACs. 

 Testing a sample of 20 applications confirmed that in all case a reference number had been allocated to the 
application by the Uniform system; and the date of receipt of the application was also recorded on the system. 

 Site inspections are carried out the following day unless notification is received before 10am in which case the 
inspection is carried out the same day resource permitting. Inspection notifications are recorded on the Uniform  
system. For the same sample of 20 testing confirmed that in all cases the inspections were carried out and on a 
timely basis; a final inspection was carried out and inspection notes were recorded onto the system.   

 A report is produced each week of the applications in the Uniform system. The report is reviewed for the status of 
the applications, time limits are adhered to, monitoring progress made with the applications and where appropriate 
staff are reminded of impending deadlines. Reports are also produced each month to monitor the service and the 
report are the basis of Bi-monthly reports to the Partnership Board.  

 A range of Key Performance Indicators (KPI’s) have been developed to measure key aspects of the Building 
Control service.  

However, testing identified the following weakness and as a result we have agreed four ‘medium’ and two ‘low’ 
category management actions, and these relate to: 

 Procedural guidance is provided to staff and are maintained on their individual files and not held centrally. This may 
result in the most up to date guidance not being referred to.  

 The contract between South Kesteven District Council, Rushcliffe Borough Council and Newark and Sherwood 
District Council for the provision of Building Control services was put into place in 2015 for the period 1 April 2016 
and 31 March 2019. The deed of variation to this contract is yet to be signed by the contracting parties.    

 Testing a sample of 20 applications identified that in four cases the fees were quoted. It was noted that in one of 
the four cases a copy of the quote could not be located on the file.  

 For the same sample of 20 applications it was identified that; in two cases a receipt could not be located  on the 
file; in one case the validity code was not recorded on the Uniform system; and in eight cases the 
acknowledgement could not be located on the file.   

 For the same sample of 20 applications in five cases a decision notice was required to be issued. Testing identified 
that in two of these cases the decision notice was issued nine weeks and three weeks respectively after the target 
decision date.      

 For the same sample of 20, testing identified that one case the completion certificate was not maintained on file.  
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1.4 Additional information to support our conclusion 
The following table highlights the number and categories of management actions made. The detailed findings section 
lists the specific actions agreed with management to implement. 

* Shows the number of controls not adequately designed or not complied with. The number in brackets represents the total number of controls 

reviewed in this area.  

Area Control 
design not 
effective* 

Non-
Compliance 

with controls* 

Agreed management actions 

Low Medium High 

Policies and Procedures 0 (2) 2 (2) 1 1 0 

Staff Training 0 (1) 0 (1) 0 0 0 

Provision of Information 0 (3) 0 (3) 0 0 0 

Processing of Applications 0 (7) 4 (7) 1 3 0 

Management Information and Reporting 0 (2) 0 (2) 0 0 0 

Total  
 

2 4 0 
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2 DETAILED FINDINGS 

Categorisation of internal audit findings 

Priority Definition 

Low  There is scope for enhancing control or improving efficiency and quality. 

Medium Timely management attention is necessary. This is an internal control risk management issue that could lead to: Financial losses which could affect the 
effective function of a department, loss of controls or process being audited or possible regulatory scrutiny/reputational damage, negative publicity in local 
or regional media. 

High Immediate management attention is necessary. This is a serious internal control or risk management issue that may lead to: Substantial losses, violation 
of corporate strategies, policies or values, regulatory scrutiny, reputational damage, negative publicity in national or international media or adverse 
regulatory impact, such as loss of operating licences or material fines. 

This report has been prepared by exception. Therefore, we have included in this section, only those areas of weakness in control or examples of lapses in control identified 
from our testing and not the outcome of all internal audit testing undertaken. 

Ref Control Adequate 
control 
design 

Controls 
complied 

with 

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

Area: Contractual Agreement 

1 Documented 
procedures are in place 
providing guidance on 
the Building Control 
processes and are 
made available to staff. 

Yes No Documented procedures are in place 
for Building Control. The Office 
Administrator Building Control (Shared 
Services) advised that when a new 
member of staff joins the Team a copy 
of the procedures are emailed to them 
and they maintain a copy of the 
procedures on their file.   

The procedures were put in place when 
the new Uniform system was introduced 
in 2015. 

There is a risk that where staff maintain 
procedures individually the most up to 
date guidance may not be referred to 
and as a result errors and/or omission 
may occur in processing of Building 
Control applications.   

Low Documented procedure 
notes for Building Control 
will be maintained on a 
central folder accessible 
to all relevant staff. 

31 July 2019 Office 
Administrator 
Building Control 
(Shared 
Services) 
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Ref Control Adequate 
control 
design 

Controls 
complied 

with 

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

Area: Policies and Procedures 

2 The roles and 
responsibilities in 
respect of Building 
Control are clearly 
defined. 

Yes No A Building Control Contract is in Place. 
The contract is between South 
Kesteven District Council, Rushcliffe 
Borough Council and Newark and 
Sherwood District Council and iss for 
period 1 April 2016 to 31 March 2019.    

A deed of variation has been prepared 
by the Council’s Legal Team and the 
document states that: 

“This Agreement shall come into force 
on the Commencement Date and shall 
continue until 31 March 2020 or until 
terminated in accordance with the 
provisions of this Agreement.” 

It was however noted that the deed of 
variation has as yet to be signed by the 
contracting parties (South Kesteven 
District Council, Rushcliffe Borough 
Council and Newark and Sherwood 
District Council).    

There is a risk that in an event of a 
dispute or query the Council may not 
have a recourse. 

Medium There have been delays 
in Legal in preparing the 
deed of variation.  

The deed of variation 
extending the Building 
Control Contract for 
another year to 31 March 
2020 has now been 
prepared and will be 
signed and dated by all 
contracting parties 
(South Kesteven District 
Council, Rushcliffe 
Borough Council and 
Newark and Sherwood 
District Council) as soon 
as possible. 

31 July 2019 Building Control 
Lead Officer - 
Building Control 
(Shared 
Services) 
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Ref Control Adequate 
control 
design 

Controls 
complied 

with 

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

Area: Processing of Applications 

3 Applications are 
checked on receipt to 
ensure the correct fee 
has been paid, with the 
fee checked against the 
approved Fees and 
Charges or quote 
provided. 

Yes No For a sample of 20 applications, testing 
confirmed that:  

a) In four cases the fees were based on 
quotes and it was noted that in two of 
these cases the quote could not be 
located on the file.  

There is a risk that in an event of a 
query the information / calculation may 
not be available to support the quote.  

b) In the remaining 16 cases testing 
confirmed that the fees were charged in 
accordance with the approved Fees and 
Charges.    

Low Staff will be reminded by 
email to ensure that the 
detail of the quote(s) is 
maintained on file with 
the application. 

31 July 2019 Building Control 
Lead Officer - 
Building Control 
(Shared 
Services) 

4 Payments are received 
and receipted in a 
timely manner. A written 
acknowledgement is 
issued to applicants 
following validation, 
registration onto the 
Uniform system and 
receipt of the correct 
fee. 

Yes No For the same sample of 20 applications, 
testing confirmed that:    

a) In 18 cases, on receipt of the fees a 
receipt was issued to the applicant and 
a copy was maintained on file. 
However, in two cases the receipt could 
not be located on the file.   

There is a risk that the applicant may 
not be aware of the fees being received 
by the Team.    

b) In 19 cases the validity code for the 
application was recorded on the 
Uniform system, however, in one case 
the validity code was not recorded on 
system.    

There is a risk that where the validity 
code is not recorded the data reported 

Medium Staff will be reminded by 
email to ensure that:   

a) The validity code is 
recorded on the Uniform 
system.   

b) A copy of the receipt is 
maintained on file with 
the application.  

c) A written 
acknowledgement is 
issued to applicants 
following validation, 
registration onto the 
Uniform system and 
receipt of the correct fee 
and a copy is maintained 
on file. 

31 July 2019 Building Control 
Lead Officer - 
Building Control 
(Shared 
Services) 
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Ref Control Adequate 
control 
design 

Controls 
complied 

with 

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

on the applications may not be 
accurate.   

c) In eight cases it could not be 
confirmed that a written 
acknowledgement was issued to 
applicants as a copy could not be 
located on the file.    

There is a risk that applicant may not be 
aware of the application and the fees 
being received by the Team. 

5 Decisions on 
applications are made 
within the five-week 
statutory period 
following receipt (or two 
calendar months with 
prior agreement of the 
applicant). The Decision 
is authorised by the 
Assistant Director, 
Commercial an 
Operational and an 
authorised officer 
(Surveyor). 

Yes No For the same sample of 20 applications, 
testing confirmed that:   

a) For 15 cases theses related to 
Building Notices and Regularisation 
where a decision notice is not required 
to be issued.  

b) In three cases the decision notices 
were issued within the required target 
times.    

c) In the remaining two cases the 
decision notice was issued nine weeks 
and three weeks respectively after the 
target decision date.      

There is a risk that the statutory period 
for processing the applications may not 
be met. 

Medium Staff will be reminded by 
email to ensure that the 
decision notices are 
issued within the 
statutory periods (five 
weeks or eight weeks in 
event of an extension to 
the time period). 

31 July 2019 Building Control 
Lead Officer - 
Building Control 
(Shared 
Services) 
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Ref Control Adequate 
control 
design 

Controls 
complied 

with 

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

6 Upon satisfactory 
completion of works, a 
Completion Certificate 
is issued to the 
applicant and signed off 
by authorised officers 
(Assistant Director, 
Commercial an 
Operational and an 
authorised officer 
(Surveyor). 

Yes No For the same sample of 20 applications, 
testing confirmed that:  

a) In 19 cases the completion certificate 
was issued by the authorised officers. 

b) In the remaining one case the 
completion certificate could not be 
located on the file.   

There is a risk that in event of a query 
the Council may not be able to evidence 
that a completion certificate was issued. 

Medium Staff will be reminded by 
email to ensure that a 
copy of the certificate 
issued to the applicant is 
maintained on file. 

31 July 2019 Building Control 
Lead Officer - 
Building Control 
(Shared 
Services) 
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1.1 Background  
A review of Allocations and Lettings was undertaken at South Kesteven District Council as part of the approved 
internal audit periodic plan for 2019/20. 

The Council operates a Housing Register listing applicants for council housing. The Council’s Housing Register is a 
local register of housing need and all applicants seeking social housing in the district need to apply through the 
Housing Register. There is a high demand for housing in the district and only those applicants with the greatest need 
are prioritised for housing e.g. homelessness medical, mobility and access, and overcrowding.  

The Council does not award any priority on the Housing Register where an applicant has no established local 
connection to the South Kesteven District.   

The Housing Team is led by a Housing Management Lead and is assisted by a team of staff. 

Within the Housing Team there is a dedicated Housing Register Team (of two staff) who are responsible for all 
housing applications and undertake eligibility and assess the application. These members of staff also allocate the 
priority banding. The Allocations Team are responsible for the allocation process. The applicant in the highest band is 
generally allocated the next available property that matches his/her requirements and preferences and for which 
he/she is eligible. The Housing Management Team are responsible for the letting process and management of the 
tenancy.  

The Council has 6200 housing properties and at the time of the audit there were 1,750 applicants on the Housing 
Register. 865 lettings have been undertaken during the period June 2018 to June 2019.  

 

1.2 Conclusion  
This review has confirmed that the Council has in place adequate controls for Allocations and Lettings and that these 
controls are sufficiently complied with. However, we identified weaknesses in the controls and have agreed two ‘low’ 
priority management actions. Further details are provided in section 2 of this report.   

Internal audit opinion: 
Taking account of the issues identified, the Council can 
take substantial assurance that the controls upon which 
the Council relies to manage the identified risk are suitably 
designed, consistently applied and operating effectively. 

 

 

 

 

ALLOCATIONS AND LETTINGS - EXECUTIVE 
SUMMARY 
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1.3 Key findings 
The key findings from this review are as follows: 

• A Housing Allocation Policy (Amended March 2019) is in place. The Council monitors the effectiveness of this 
Policy on an annual basis to ensure that the contents continue to meet the needs of households seeking social 
housing in the District;  

• Housing Allocations Policy is made available to the staff on the Council’s website, on the server and on the internal 
intranet;  

• The Allocation procedures are included in the Policy document. A flowchart is also included, and this sets out the 
actions to be taken when a tenant gives notices to terminate a tenancy;  

• It was also confirmed that Policies and Procedures in respect of: Assignment; Succession  and Mutual Exchange  
were also in place;  

• Testing a sample of 20 properties confirmed that in all 20 cases:  

 On receipt of notification of the termination of the tenancy, the Voids Team carried out a pre-inspection to 
determine the works to be undertaken; 

 The voids works were carried out on a timely basis; and   

 The post inspection was carried out to confirm the void works were carried out to the Letting Standard, the 
inspection was carried out on a timely basis and the keys were passed back to Housing;      

• Applications to join the Register are subject to verification checks for all members of the household who form part of 
the Housing Register application. For the same sample of 20 testing confirmed that in all cases verification checks 
were undertaken and evidence to confirm the verification was maintained on file; 

• For the same sample of 20 testing confirmed that in all cases:  

 The Allocations Team matched the property to the applicant with the highest banding priority who has been in 
that band for the longest period of time and who met the allocation criteria;   

  A Pre-tenancy check was carried out and evidence was maintained on file; 

 The applicant was issued an offer letter and was invited to view the property;  

 A signed Tenancy agreement was held on file; and 

 The New Tenancy details form was completed, and the tenancy details were input onto the system;  

• Hard to let properties are considered on an individual basis. This is based on the number of  refusals for the 
property. The reason for the refusal is reviewed. If the property is found not to meet the Lettings Standard, then the 
property is returned to voids for further works to be carried out; 

• A dedicated member of the Improvements and Repairs Team (Senior Performance/ Admin Supervisor) is 
responsible for producing the voids monitoring data such as number of voids, turnaround time and the average cost 
of voids and making this available to senior management for performance review;  

• File review established that all the Housing Register Team,  Allocations Team staff and Housing Management 
Team staff undertook online fraud awareness training and updates are provided through team meetings also; and  

• For a sample of five complaints received in respect of the Housing Register and Allocations and Lettings testing 
confirmed that in all five cases the complaints were investigated, and a response was provided to the complainant 
on a timely basis.   
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However, testing identified the following weakness and as a result we have agreed two ‘low’ priority management 
actions, and these relate to: 

• A Tenancy Strategy was not in place at the time of the audit. A draft Tenancy Strategy was provided to us 
subsequent to the completion of the audit. The strategy  was approved for consultation by the Cabinet on 9 July 
2019; and  

• On testing the same sample of 20 lettings testing identified five instances where the introductory tenancy visit made 
at six weeks was undertaken at 21, 22, 23 and 71 calendar days past the six weeks date. In one case for a 
Tenancy which commenced in July 2018 the tenancy visit had not been undertaken. 

  

1.4 Additional information to support our conclusion 
The following table highlights the number and categories of management actions made. The detailed findings section 
lists the specific actions agreed with management to implement. 

* Shows the number of controls not adequately designed or not complied with. The number in brackets represents the total number of controls 
reviewed in this area. 

 

 

 
 

 

 

 

Risk Control 
design not 
effective*

Non-
Compliance 

with controls*

Agreed management actions
Low Medium High 

Allocations and letting are not dealt with 
consistently and in line with Council policy 
resulting in failure to comply with the 
Housing Act and associated legislation. 

0 (16) 2 (16) 2 0 0 

Total  
 

2 0 0 
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2 DETAILED FINDINGS 
Categorisation of internal audit findings 
Priority Definition

Low  There is scope for enhancing control or improving efficiency and quality.

Medium Timely management attention is necessary. This is an internal control risk management issue that could lead to: Financial losses which could affect the 
effective function of a department, loss of controls or process being audited or possible regulatory scrutiny/reputational damage, negative publicity in local 
or regional media. 

High Immediate management attention is necessary. This is a serious internal control or risk management issue that may lead to: Substantial losses, violation 
of corporate strategies, policies or values, regulatory scrutiny, reputational damage, negative publicity in national or international media or adverse 
regulatory impact, such as loss of operating licences or material fines.

This report has been prepared by exception. Therefore, we have included in this section, only those risks of weakness in control or examples of lapses in control identified 
from our testing and not the outcome of all internal audit testing undertaken. 

Ref Control Adequate 
control 
design 

Controls 
complied 

with 

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

Risk: Allocations and letting are not dealt with consistently and in line with Council policy resulting in failure to comply with the Housing Act and associated 
legislation. 

1 Policies and procedures 
are in place in relation 
to allocations and 
lettings and are made 
available to all the staff. 

Yes No A South Kesteven District Council 
Introductory Tenancies operating 
procedure is in place. The document 
is dated June 2011 and includes the 
procedures on undertaking the  
tenancy visits. A sign-up procedure 
dated 2018 is also in place. The 
procedures also includes a sign-up 
check list. 

At the time of the audit it was 
confirmed that there was a draft 
Tenancy Strategy in place which 
was approved for consultation by 
Cabinet on 9 July 2019.  

There is a risk that up to date 
guidance in not in place and as a 

Low On completion of the 
consultation on the 
Tenancy Strategy and 
approval of this Strategy 
by the Cabinet the 
Tenancy Strategy will be 
published on the 
Council’s website and will 
be communicated and 
disseminated to all the 
staff. 

31 December 
2019 

Housing 
Management 

Lead 
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Ref Control Adequate 
control 
design 

Controls 
complied 

with 

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

result there may be inconsistencies 
in the lettings and tenancy 
management.    

2 A Tenancy visit is 
undertaken for 
introductory tenancies 
at six weeks and at nine 
months after the 
tenancy start date, 

Yes No For the same sample of 20 testing 
identified that:    

Six-weekly visits 

a) In four cases the visit at six weeks 
was not yet due at the time of the 
audit.   

b) In 11 cases the visit was 
undertaken at six weeks/within a 
reasonable time past the six weeks  
(between one and nine calendar 
days following the six-week period). 

c) In four cases the visit was 
undertaken between 21 and 71 
calendar days past the six weeks 
period.  

d) In one case for a tenancy which 
commenced on 9 July 2018 the 
tenancy visit had not been 
undertaken. On further review we 
were advised that on 
commencement of the tenancy the 
dates for the visits were not 
recorded on the housing system and 
hence a visit had not taken place.    

Nine-months visit 

a) In 17 cases the visit was not due 
at the time of the audit.   

b) In two cases the visits had been 
undertaken as required. 

Low a) A New Tenancy Visits 
monitoring process has 
been put in place to 
monitor the visits.   

b) All the relevant staff 
will be reminded to 
ensure that the tenancy 
visits are:  

i) Are recorded onto the 
system; and   

ii) Made within the 
prescribed timeframes. 

31 July 2019 Housing 
Management 
Lead 
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Ref Control Adequate 
control 
design 

Controls 
complied 

with 

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

c) In one case, the six-weeks visit 
was overlooked and as a result the 
nine-month visit was also 
subsequently not undertaken.   

There is a risk that where tenancy 
visits are not undertaken on a timely 
basis, issues if any with the tenancy 
may not be identified and on a timely 
basis and this may result in a 
financial loss to the Council. 
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1.1 Background  
A review of Housing Benefits was undertaken at South Kesteven District Council as part of the approved internal audit 
periodic plan for 2019/20. 

Housing Benefit is a means-tested benefit which is intended to help people on low incomes pay their rent and 
payments can be made either to the claimant or directly to their landlord. Eligibility criteria is defined by central 
government and the amount awarded to claimants, known as their 'entitlement', varies depending on whether they are 
tenants of a private or social landlord such as the Council, the amount of their rent, their level of income and personal 
circumstances such as age and disabilities. Housing Benefit is being gradually phased out and replaced by Universal 
Credit, which is a lump-sum benefit encompassing all of a claimant's entitlements as opposed to claiming separate 
benefits such as Housing Benefit from the Council and Jobseeker's Allowance from the Department for Work and 
Pensions (DWP). 

Housing Benefits administered by a dedicated Benefits Team comprising 10 Benefits Assessors, three Team Leaders, 
two Technical Support Officers, a System Support Officer and a Fraud and Overpayments Officer who are managed 
by the Revenues and Benefits Manager. The Team use a dedicated revenues and benefits system which 
automatically assesses claimants' eligibility and calculates their entitlement based on their details which are entered 
into the system by the Benefits Team. Each year the DWP provides the Council with a list of benefit rates to enter into 
the system, such as the weekly amount a couple over the age of 65 are entitled to. Claimants can make a claim via a 
postal application form, an in-person appointment or a telephone appointment, and supporting documentation must be 
provided to the Council to evidence their circumstances before the claim will be progressed. A separate document 
management system is used to file electronic copies of evidence. 

The Council is notified of changes to claimants' circumstances through a number of channels, including directly from 
the claimant and notification from other organisations such as the DWP. Certain changes, such as an increase in the 
claimant's income, may result in an overpayment occurring, which is where more money is paid to the claimant than 
they are now entitled to based on their new circumstance. The revenues and benefits system automatically identifies 
overpayments, these can then be recovered either through the regular debt recovery process or by making deductions 
from their entitlement if there is an ongoing active claim. 

1.2 Conclusion 
Through review of the control framework surrounding the management of Housing Benefits at South Kesteven District 
Council it was established that controls are well designed and consistently complied with. Minor weaknesses have 
been identified resulting in the agreement of two 'low' priority management actions being raised. 

Internal audit opinion: 
Taking account of the issues identified, the Council can 
take substantial assurance that the controls upon which 
the organisation relies to manage the identified area(s) are 
suitably designed, consistently applied and operating 
effectively. 

 

HOUSING BENEFITS - EXECUTIVE SUMMARY 
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1.3 Key findings 
The key findings from this review are as follows: 

• Procedure notes are stored on a shared central drive to provide guidance to staff on the key functions and 
processes of the Benefits Team. The notes are updated on an ad-hoc basis when there are changes to reflect. 

• Access to the revenues and benefits system is administered by the System Support Officer who grants access upon 
request from the staff member's line manager. Testing of a sample of 20 system users confirmed that all are current 
members of staff. 

• At the end of each financial year the DWP provides the Council with a list of benefit entitlement rates which will be in 
effect in the new financial year. The Benefits Team enter these rates into the revenues and benefits system to 
enable the system to calculate claimants' benefit entitlement. Testing of a sample of 20 benefit rates confirmed that 
all were accurately entered on to the system to enable to accurate calculation of entitlements. 

• Testing of a sample of 20 new claims confirmed that supporting evidence was on file to support the claimant's 
circumstances and the details were accurately entered on to the revenues and benefits system to enable the 
accurate calculation of entitlements. All 20 were processed within the two-week internal target. 

• New claims which have been processed by the Benefits Team are reviewed for accuracy on a sample basis each 
day by the Benefits Team Leaders. 

• Testing of a sample of 20 changes to circumstances confirmed that all 20 were accurately reflected on the system. 

• A list of proposed Housing Benefit payments is reviewed by two members of the Benefits Team and independently 
by a member of the Finance Team. The reports are provided to Exchequer Services who review and submit the 
payments. Testing of the 16 payment runs in the current financial year confirmed that there is segregation of duties 
throughout the process and the values of the payments matched throughout. 

• Overpayments are identified automatically by the revenues and benefits system. Letters and invoices are sent to 
claimants to inform them of the overpayment and to recover the debt. Testing of a sample of 20 overpayments 
confirmed that recovery action has been taken against all 20. 

• Write off limits are set up within the system and users are not able to process write offs over this limit. A Request for 
Write Off form is completed by the member of staff proposing the write off, this is then authorised by a second 
member of the Benefits Team, with the exception of amounts under £100 which the Overpayments Officer can self-
authorise. Testing of a sample of 20 write offs confirmed that an independently authorised Request for Write Off 
form was on file for all amounts over £100 and all 20 were written off within limits. 
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1.4 Additional information to support our conclusion 
The following table highlights the number and categories of management actions made. The detailed findings section 
lists the specific actions agreed with management to implement. 

* Shows the number of controls not adequately designed or not complied with. The number in brackets represents the total number of controls 
reviewed in this area. 

 
 

Area Control 
design not 
effective*

Non-
compliance 
with controls*

Agreed management actions
Low Medium High 

We will undertake a review to ensure that 
applications received are done so in line 
with policy, procedure, and are subject to 
an independent check. We will also ensure 
that changes in circumstances are 
processed correctly and in a timely 
manner. 

0 (10) 2 (10) 2 0 0 

We will also review any qualification points 
in the Housing Benefits grant validation 
work and undertake sample testing to 
ensure the Council is dealing with claims in 
line with Housing Benefits grant 
requirements 

0 (1) 0 (1) 0 0 0 

Total  
 

2 0 0 
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2 DETAILED FINDINGS 
Categorisation of internal audit findings 
Priority Definition

Low  There is scope for enhancing control or improving efficiency and quality.

Medium Timely management attention is necessary. This is an internal control risk management issue that could lead to: Financial losses which could affect the 
effective function of a department, loss of controls or process being audited or possible regulatory scrutiny/reputational damage, negative publicity in local 
or regional media. 

High Immediate management attention is necessary. This is a serious internal control or risk management issue that may lead to: Substantial losses, violation 
of corporate strategies, policies or values, regulatory scrutiny, reputational damage, negative publicity in national or international media or adverse 
regulatory impact, such as loss of operating licences or material fines.

 

This report has been prepared by exception. Therefore, we have included in this section, only those areas of weakness in control or examples of lapses in control identified 
from our testing and not the outcome of all internal audit testing undertaken. 

Ref Control Adequate 
control 
design 

Controls 
complied 
with

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

Area: We will undertake a review to ensure that applications received are done so in line with policy, procedure, and are subject to an independent check. We will 
also ensure that changes in circumstances are processed correctly and in a timely manner. 

1 Access to the revenues 
and benefits system is 
restricted appropriately 
based on the user's job 
role. Staff are required 
to complete annual 
Declarations of Interest 
(DoI) and their access 
to declared accounts is 
restricted / revoked 
appropriately. 

Yes No Testing of a sample of 20 current 
revenues and benefits system users 
identified:   

• 18/20 are current members of 
staff;  

• 2/20 are from a third-party 
software provider / Agency (no 
issues) therefore are not required 
to complete a DoI or have access 
restricted to any accounts;  

• 18/18 a DoI form is on file 
however, the majority (13) of 
these were dated January 2018, 
one in February 2018, one in April 

Low DOIs will be issued 
annually to all necessary 
staff to ensure that any 
new interests are 
identified and individuals' 
system access updated 
to block them from the 
interest declared. 

31 August 2019 Head of 
Customer 
Experience 
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Ref Control Adequate 
control 
design 

Controls 
complied 
with

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

2018 and one in September 2018, 
two others were not dated; and In 
all instances where declarations 
have been made the staff member 
is unable to access the declared 
accounts as the account has been 
blocked against their username.   

We were informed that the DoIs 
were not updated within the annual 
schedule as other tasks took priority 
due to the changes occurring 
internally within the Council and the 
impact of changes made by the 
DWP. We were able to confirm that 
the 2019/20 DoI forms were issued 
during the audit.  

However, there is a risk that with the 
DoI's not being completed annually, 
any new interests known and not 
declared may be missed for staff to 
be blocked from accessing them on 
the system. 

2 Overpayments are 
identified automatically 
by the revenues and 
benefits system and 
addressed by the 
Benefits Team in a 
manner depending on 
the reason for the 
overpayment. 

Yes No Testing of a sample of 20 
overpayments confirmed that steps 
were taken to recover the 
overpayment in all 20 instances.    

19/20 overpayments were caused by 
changes in the claimant's 
circumstances. One overpayment 
was due to Council error. The 
overpayment was of a significant 
amount (£11,000); small amounts 
each week for several years. 
Through discussion with members of 
the Benefits Team we were informed 

Low Each benefit claim which 
is required to be referred 
to the Rent Officer will be 
independently checked 
by a Benefits Team 
Leader prior to being 
submitted. 

31 August 2019 Head of 
Customer 
Experience 
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Ref Control Adequate 
control 
design 

Controls 
complied 
with

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

that this was an uncommon "lodger" 
claim (rather than a proper tenant) 
and was due to a "meals not 
included" tick box not being ticked 
when the claim was first sent to the 
Rent Officer when it was originally 
claimed approximately eight years 
ago. Staff informed us that the 
claimant would not have been aware 
that the amount being paid was 
incorrect due to the small weekly 
difference in value, therefore the 
amount cannot be recovered and 
has been proposed for write off.   

The Benefits Team informed us that 
claims by lodgers are relatively 
uncommon, and situations where 
meals need to be disregarded even 
more uncommon. However, there 
remains a risk that scenarios such 
as this are not detected which could 
lead to the Council losing money if 
benefits claims are overpaid. 
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1.1 Background  
A review of Customer Relationship Management (CRM) was undertaken at South Kesteven District Council as part of 
the approved internal audit periodic plan for 2019/20. 

CRM is a technology for managing all relationships and interactions with customers and future customers and is in 
place to hold a single central record for staff at the Council to access and update. At present, the Council’s main CRM 
system is Civica which they have a Universal Package for which provides all Civica modules that the Council wishes to 
utilise. It is intended for all departments to use Civica in the near future as it was identified that currently some 
departments, such as Environmental Health, Grounds Maintenance and Land Charges are using old CRM systems.  

Day to day support for Civica within the Council is provided by the Projects Delivery Officer and Systems Support 
Programmer who are system ‘administrators’ with full access. Additional technical support is provided by Civica for 
matters that cannot be dealt with internally. The roles of these ‘administrators’ falls under the remit of the Customer 
Service Manager and Head of Customer Experience.  

Some of the Departments currently utilising Civica include Housing, Council Tax, Revenues and Benefits, Licensing 
Waste and Neighbourhoods. The Council are currently investigating further modules such as a specific Complaints 
and Freedom of Information Module and a Data Disposal Module.  

 

1.2 Conclusion 
Our overall opinion was formed by undertaking interviews with key staff and sample testing on the processes in place 
to ensure that the controls upon which the Council relies on to manage Customer Relationship Management (CRM) 
are being managed. Our review has confirmed that there is an adequate control framework in place, however, this 
control framework can be further enhanced and improved and there were also some areas of non-adherence to 
controls. As such, a total of four management actions were agreed, consisting of three ‘medium’ and one ‘low’ priority 
actions.  
 

Internal audit opinion: 
Taking account of the issues identified, the Council can 
take reasonable assurance that the controls in place to 
manage this area are suitably designed and consistently 
applied. However, we have identified issues that need to 
be addressed in order to ensure that the control 
framework is effective in managing the identified area. 

 

 

 

 

 

CUSTOMER RELATIONSHIP MANAGEMENT - 
EXECUTIVE SUMMARY 
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1.3 Key findings 
The key findings from this review are as follows: 

• Detailed procedure notes are in place for the use of the CRM system Civica which include screenshot 
walkthroughs of the processes in place. These are maintained up to date and available to staff on the shared drive. 

 
• Staff training is informally delivered by the Project Delivery Officer for Civica for any members of staff who use 

Civica or require assistance and the Operations Co-Ordinator for Customer Services. This training can be on 
specific areas of their role or general queries. 

 
• Two Administrators have been set up on Civica who have full access to the system and are responsible for 

resolving issues, setting up access and general maintenance. 
 
• Information stored in the Civica system is relevant to each department and assigned to each customer account, 

this information is only visible to members of staff with certain levels of access. 
 
• The Council has the Universal Package for Civica which provides them with access to any Civica module. The 

Council has a total availability of 1,000 licences. Support from Civica is available for any technical issues or module 
installations. The Council currently use around 250 licenses with other departments still to be added to the system. 

 
• Meetings are undertaken twice a year with each service area to establish any issues or needs with regards to CRM 

and from this an overarching action plan has been created. 
 
• For each contact received from customers, a query resolution is completed which details the type of contact, which 

department it relates to and who dealt with the contact. This enables the Customer Services Department to 
recharge other departments for their time dealing with customers. Customers are contacted based on this process 
to provide satisfaction feedback and this is reported through the Pentana system. 

 
• The Civica system is hosted on the Trafalgar Server which has a full backup, on Friday and a mixed backup 

performed daily. 

However, the following control improvements or non-adherence to controls were identified: 

• User access is set up or removed by the Project Delivery Officer or the Systems Support Programmer upon receipt 
of notification from the HR or IT Department. However, testing a sample of 10 leavers identified in one instance the 
member of staffs access had not been removed.  

 
• The Council are unaware if Civica can provide system blockages for user conflicts of interest such as taking calls 

and processing family members on Civica. As part of a walkthrough, an instance was identified where a member of 
staff had dealt with a case of a family member. Good practice is for this conflict of interest to be managed closer. 

 
• At present, no formal process is in place for cleansing old date stored in Civica and as such data is being held for 

longer than required. 
 
• At present, Civica is the main CRM system in use at the Council, however, older CRM systems are still in use for 

some departments causing inefficiencies and the Council is not fully benefitting from the purchased Civica 
software. 
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1.4 Additional information to support our conclusion 
The following table highlights the number and categories of management actions made. The detailed findings section 
lists the specific actions agreed with management to implement. 

* Shows the number of controls not adequately designed or not complied with. The number in brackets represents the total number of controls 
reviewed in this area. 

Area Control 
design not 
effective*

Non-
Compliance 

with controls*

Agreed Management Actions
Low Medium High 

CRM 2 (12) 2 (12) 1 3 0 

Total  
 

1 3 0 
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2 DETAILED FINDINGS 
Categorisation of internal audit findings 
Priority Definition

Low  There is scope for enhancing control or improving efficiency and quality.

Medium Timely management attention is necessary. This is an internal control risk management issue that could lead to: Financial losses which could affect the 
effective function of a department, loss of controls or process being audited or possible regulatory scrutiny/reputational damage, negative publicity in local 
or regional media. 

High Immediate management attention is necessary. This is a serious internal control or risk management issue that may lead to: Substantial losses, violation 
of corporate strategies, policies or values, regulatory scrutiny, reputational damage, negative publicity in national or international media or adverse 
regulatory impact, such as loss of operating licences or material fines.

 

This report has been prepared by exception. Therefore, we have included in this section, only those areas of weakness in control or examples of lapses in control identified 
from our testing and not the outcome of all internal audit testing undertaken. 

Ref Control Adequate 
control 
design 

Controls 
complied 
with

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

Customer Relationship Management (CRM) 

1 User access is set up or 
removed by the Project 
Delivery Officer or the 
Systems Support 
Programmer upon 
receipt of notification 
from the HR or IT 
Department. 

Yes No Testing a sample of 10 current users 
of Civica compared to a HR current 
staff report confirmed in all instances 
the user was currently employed. 
Through review of their access 
rights, it was identified that their 
rights related directly to their job 
roles.   

Testing a sample of 10 leavers 
confirmed in nine instances these 
members of staff had been deleted 
from Civica and were present in the 
deleted users area. However, in one 
instance it was noted the member of 
staff had left in March 2019 but had 

Low All starters and leavers 
will be communicated to 
the Project Delivery 
Officer or the Systems 
Support Programmer to 
enable them to be 
removed from Civica in a 
timely manner. 

30 September 
2019 

Customer 
Service Manager 
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Ref Control Adequate 
control 
design 

Controls 
complied 
with

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

yet to be removed. This member has 
subsequently been removed.   

There is a risk that where leavers 
are not removed in a timely manner, 
the risk of inappropriate and 
unauthorised access to the system. 

2 Missing Control   

The Council are 
unaware if Civica can 
provide system 
blockages for user 
conflicts of interest such 
as taking calls and 
processing family 
members on Civica. 

No - At present, it is not possible to 
effectively manage users conflicts of 
interest as no system blocks are in 
place for this.   

It was confirmed that Civica is a 
document management and CRM 
system and therefore is a method of 
gathering information with the main 
processing completed on other 
departmental systems. For example, 
Revenues and Benefits use Civica 
as a document management system 
and store information for benefits 
claims, however, the processing of 
claims is undertaken via the 
Northgate system.    

However, it was identified as part of 
the audit, a member of Customer 
Services dealt with a call from a 
family member within Civica 
regarding Council bins.    

It is good practice to separate these 
conflicts of interest even when the 
risk is low. 

Medium It will be investigated if 
Civica has the 
functionality to block 
accounts. Alternatively, a 
process will be 
implemented to ensure 
staff are unable to deal 
with contacts from family 
or friends without 
sufficient approval or 
control processes. 

31 December 
2019 

Head of 
Customer 

Experience and 
Customer 

Service Manager 
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Ref Control Adequate 
control 
design 

Controls 
complied 
with

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

3 Missing Control  

Data held in the system 
is periodically removed 
in accordance with the 
Data Retention 
Schedule. 

No - It was confirmed at present data is 
not periodically deleted from the 
system on a periodic basis and the 
Data Retention Schedule was last 
updated in 2012. The Data 
Retention Schedule was raised as 
part of the GDPR audits and 
therefore not raised as part of this 
audit.    

However, the Council are looking 
into the Data Disposal Module of 
Civica and have had an initial 
webinar to understand the module 
and how another Council has 
implemented the system.   

At present, there is an increased risk 
of non-compliance with GDPR 
where data is being held for longer 
than required. Furthermore, there is 
a risk of the system not performing 
to its peak due to the large amount 
of data being held which can slow 
the system down. 

Medium The Data Disposal 
Module for Civica will be 
installed and data will 
periodically be removed 
in line with agreed 
timescales. 

31 October 2019 Customer 
Service Manager 

and Systems 
Support 

Programmer 

4 A single central CRM 
system is in use with a 
full and accurate record 
of all customer data. 
This is utilised by all 
departments. 

Yes No Through interviewing members of 
staff including Operations Co-
Ordinator for Customer Services, 
Systems Support Officer, Data 
Protection Officer and Housing 
Register Officer, it was confirmed 
these are all regular users of Civica. 
It was informed that all are happy 
with the functionality and are 
confident in using the system, 
however, there was a concern that 
not all departments are using Civica 

Medium An increased strategic 
focus will be given to 
Civica to obtain value for 
money and ensure all 
departments are utilising 
Civica to its full potential.   
Resourcing for the 
project will be analysed 
to identify any additional 
needs. 

31 December 
2019 

Head of 
Customer 

Experience 
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Ref Control Adequate 
control 
design 

Controls 
complied 
with

Audit findings and implications Priority Action for management Implementation 
date 

Responsible 
owner 

and this would be beneficial for 
them.    

It was informed that all departments 
will use Civica as their CRM system, 
however, this project is taking time 
to roll out due to a very small team 
dedicated to delivering this. At 
present, older CRM systems are still 
in use for some departments, 
however, these pose a significant 
risk due to them being run on old 
servers and old terminals, which 
increases the risk of loss of data.  

Furthermore, there is a risk of 
inefficiencies where depending on 
the nature of contact from the 
customer, the Customer Services 
Staff may have to change between 
CRM systems to deal with the 
contact which is more time 
consuming and increases chance of 
errors. 
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