
Report to the Audit and Governance Committee 24th June 2016 on 
actions taken in relation to key recommendations made in the audit 
report relating to the audit of Financial Assessments and Benefits Team-
Limited Assurance-Follow Up

Lead Officers: 
Tina Reid, Operations Lead: Adult Social Care and Business Development 
David Dale, Operations Lead (General Business Services)

Summary of Audit Area 

Gloucestershire County Council’s Adult Social Care relies on people who use 
services making a financial contribution to the cost of providing them, (if they 
are able to afford to do so). 

The Financial Assessments & Benefits (FAB) team ensure that any financial 
contributions required from service users for residential and non-residential 
Social Care services are calculated fairly and in accordance with GCC 
policies and Government guidelines.  The team also help to maximise income 
for individuals and maximise charging revenue for GCC by providing advice 
and practical assistance to all service users, their partners and carers to 
ensure that they are in receipt of their full welfare benefit entitlement.  

During 2013/14 the Council’s Administration Hub was formed. Consequently, 
the administrative posts that supported the FAB team were integrated into the 
Hub and the line management responsibilities transferred under the new 
arrangements so this no longer lies with the FAB Team Manager. 

The Admin Hub model is based on the principle of flexible working 
arrangements for staff, to deliver a comprehensive administration and support 
function to service areas, in order that the needs of the customer can be met. 
In practice, this requires staff to understand the service area that they are 
supporting in order to be able to provide the support required to an optimum 
level. 

In light of the above, it was agreed that a planned review of the FAB team 
would be undertaken as part of the 2014-15 Internal Audit plan. The findings 
emanating from the review resulted in a limited assurance opinion being given 
in respect of the level of assurance over the Service’s Risk Identification 
Maturity and the Control Environment.

Terms of Reference of the Audit

The focus of this review is to determine whether the agreed management 
actions to address the fundamental (high priority) recommendations 
emanating from the review have now been fully implemented, thus ensuring 
that there are now effective systems and processes in place for the 
management, monitoring and delivery of financial assessments. 



Risks
 Non-compliance with statutory requirements;

 Non-compliance with Policy/ Procedural requirements 

 Ineffective/inaccurate assessments;

 Loss of funds to the Council;

 Complaints; and

 Reputational damage.

Key Findings
More formal arrangements are now in place that set out the agreed standards/ 
mutually-accepted expectations between the FAB team and the 
Administration Hub. There is also greater clarity in respect of the roles and 
responsibilities for specific tasks and investment has been made in training 
the Administrative staff that are deployed to support the FAB team. 

Communications between the Administrative staff and the Financial 
Assessment and Benefits team has improved however, going forward there 
are opportunities to strengthen these further through more formalised Service 
Level Agreement (SLA) meetings and team meetings that are inclusive of staff 
from both the FAB team and the Administration Hub. Recommendation 1

Significant improvements have also been made to the method of collection 
and the data source for the FAB team’s performance metrics and going 
forward, further refinement will be required to ensure that these measures 
remain focused towards the service’s objectives. Overall, the source data for 
the respective service area’s performance metrics is being captured and 
reported upon within “In Phase” (corporate performance system), albeit that 
there is still an opportunity to further improve the accuracy and timeliness of 
reporting in some instances.  

Some performance metrics have been identified for the Administrative team 
and monitoring arrangements for a number of these are in place. This said the 
metrics that are captured within the FAB team’s Annual Business Plan are not 
currently being captured or reported upon within “In Phase” and this should be 
addressed going forward.  There is also an opportunity to further develop 
metrics to support the monitoring of the team’s performance against the 
service standards as laid down within the Service Level Agreement. 

Similarly, residual risk ratings as detailed within the Annual Business Plan 
need to be accurately and promptly reported within In Phase, for both Service 
areas. Recommendations 3 & 4

It is encouraging that the Financial Assessment and Benefits officer’s visiting 
capacity is now being better utilised. It is unfortunate however that the FAB 
team have once again experienced a period of reduced staff resource in 
respect of the Financial Assessment and Benefits Visiting Officer posts during 
this review period and this has had an impact upon the level of outstanding 
referrals. The excel spreadsheet that is used to record and monitor the 



progress of referrals showed that there were 610 outstanding referrals as at 
the end of September 2015. 

It is worth noting however, that the excel spreadsheet is proving to be very 
unstable. Data is being corrupted and the spreadsheet regularly crashes. 
Internal Audit is advised that this has led to some significant periods of staff 
downtime for the Administrative team. In the interim, a work around solution is 
in place however it is paramount that a more robust long term solution is 
found as soon as possible. Ongoing discussions are being held with the ICT 
provider to determine whether the Council’s electronic social care record 
ERIC could be adapted to provide a suitable solution. Recommendation 2

The rollout of access to the Department for Works and Pension’s Customer 
Information System is still pending and therefore until this is operational, 
access to the information required is still limited to one assessment per 
telephone call which continues to impede the efficiency of the service. 

Action taken as at the end of May 2016 and/or proposed

Recommendation 1 SLA Monitoring Meetings/Team Meetings

Consideration is given to:

 Formalising the SLA monthly monitoring meetings to include the review 
of the performance of the Admin Hub team against the agreed service 
standards.

 Team meetings being inclusive to staff from both the FAB team and the 
Admin Hub to promote the “one team” ethos and an inclusive forum for 
discussions to aid the identification of any proposed changes to 
enhance/support the effective delivery of the day-to-day operations. 

Progress update:

Both parts of this recommendation have been implemented.

Recommendation 2 Management/Monitoring System

As a matter of priority a suitable alternative system for the management and 
monitoring of FAB referrals is sourced/agreed/implemented.

Progress update:

We are currently in the process of making amendments to the ERIC system in 
an attempt to be able to use that as an interim measure until the 
implementation of ContrOCC which is planned for October 2016 which will 
hold a full case management system for us to use.

Recommendation 3 Performance Metrics



 Performance metrics are accurately and promptly reported within In Phase 
in line with the quarterly reporting deadlines.

 Performance metrics are further developed to aid the monitoring of the 
performance of the Admin Hub team against the service standards stated 
within the SLA.

Progress update:

Both parts of this recommendation have been implemented.

Recommendation 4 Risk Management
 Consideration is given to further developing the “Measures” in respect of 

the “Customer” within the Admin Hub’s Annual Business Plan to include 
performance data.   

 Going forward the risks identified within the Admin Hub and FAB team’s 
Annual Business Plan are accurately and promptly reported upon within In 
Phase in line with the quarterly reporting deadlines.

Progress update:

Both parts of this recommendation have been implemented.


