Craven Pool Audit Report : Action Plan - Plan Owner Director of Services Paul Ellis                     AGENDA ITEM 6


	Internal Audit Recommendation
	Management Actions
	Lead Officer and Implementation Date

	· A dedicated Administrator should be appointed


	· A review of the staffing structure has been completed and a dedicated part time administrator is now available on a daily basis.


	Leisure Services Manager

December 2013



	· Training on Sportsoft should be provided to staff by the administrator of Harrogate Borough Council’s system.

· Where in-house expertise on Sportsoft is not present, the Leisure Services Manager in collaboration with the ICT Shared Services Manager should communicate with Harrogate Borough Council’s ICT Director to determine whether assistance can be provided on an ad hoc chargeable basis.


	· Following the review of the staffing structure most of the admin functions of sportsoft will transfer to the admin officer, who will be given time to input and verify members.

Training on admin functions of sportsoft will be given to the Leisure Services Manager, Fitness Manager and Admin Officer.

In addition a review of the system is underway with alternatives to Sportsoft being considered. 
· Where shortfalls in understanding occur management will secure advice from the most appropriate supplier/provider having regard to Contract Procedure Rules (this may be another authority or the software company)


	Completed


	· Managers should increase their understanding of how the pool and gym are being used to aid future decision making.


	· A review of the functionality of the software will be undertaken and the Management Information available and how it will be used will be documented.
	Leisure Services Manager

December 2013



	· Consider ending the arrangement with Debit Finance Collections PLC early (subject to penalty clauses) and appoint an Administrator as outlined in section 3.


	· The Council is introducing its own service user number (SUN) for the collection of DD’s for fitness and swimming members which is reducing the operational costs from £21k to £12k over the period 2013 – 2015.

· The current operation complies will all existing legislation, this has been verified by BACS and DFC.

· By using a third party company it protects the council They currently have a 98% collection rate and are responsible for dealing with any defaulting payers (up to & including legal action)

· A review of the system is underway with alternatives to Sportsoft being considered. This review will consider the direct debit administration. A timetable for the review and procurement of replacement software (if required) will be produced.

	Leisure Services Manager

September 2014



	· Between now and the cessation of the contract with Debit Finance Collections, Management should reduce the number of sleepers in order to reduce any Financial risk to the Council


	· There is no significant financial risk to the Council and sleepers are not entitled to a refund for the period they have not used the service unless there is evidence that an instruction to cancel has not been acted on.

· All members are supplied with paperwork at the pool when they sign up either online of via a DD form which advises they must cancel their agreement (in writing giving 30 days notice).

· We do not accept verbal requests for cancellation, customers can either write or email us via a link online.

If a customer tries to claim under the Direct Debit Indemnity Claim and it is erroneous then DFC claim this back on behalf of CDC.

· The current operation complies will all existing legislation, this has been verified by BACS and DFC. All sleepers will continue

to be managed in line with contractual agreements and

       legislation.
	Completed. 



	· Investigate whether the day passes can be restricted to 1 day only.  If this is not possible, introduce a control whereby the Gym Duty Officer has to remove the card from the non-member before they leave.


	· This feature (one day pass) is not available in the updated version of the software. An updated version of the software incurs additional costs and it is not recommended the system be upgraded until the review of the software has been completed. A timetable for the review and procurement of replacement software (if required) will be produced.

	Leisure Services Manager

September 2014



	· Sportsoft’s on-line booking system should be introduced for all Pay As You Go customers.


	· This feature (one day pass) is not available in the updated version of the software. An updated version of the software incurs additional costs and it is not recommended the system be upgraded until the review of the software has been completed. A timetable for the review and procurement of replacement software (if required) will be produced.
· 
	Leisure Services Manager

September 2014



	· CDC should retain membership information on its own servers.


	· Any plans to outsource the data will be made in consultation with the ICT Manager. Any data handler will have to comply with any existing and future legislation/requirements (EU Law). There are no current proposals to externalise the storage of data.
	Completed

	· Consider either directing all inductees to the EPOS till to pay or purchase an EPOS till specifically for the gym


	· All inductees (casual) pay and the EPoS will be upgraded or a new system installed that will allow customers to book and pay online.

· For the protection of staff the Council do not consider best practice to place a till in the fitness suite due to staff lone working arrangements.

· All transactions are sold manually to each person, this prevents the memberships being placed ‘on hold’, which is then held in the system causing anomalies with the under/over of the till which is stationed on reception


	Completed

	· The Leisure Services Manager should take up the offer given by Harrogate Borough Council’s Application Support Officer and visit Leisure Sites within the Harrogate District in order to determine whether any improved working practices can be put in place across both authorities.
	· The Council’s leisure service is well regarded nationally and has itself received visits from other local authorities seeking to identify best practice. These relationships have also offered the Council the opportunity to compare its working practices with others. The offer from Harrogate has also been taken up and officers from Craven have visited the facilities at Hydro.

· The visit to Harrogate highlighted improvements could be made to the membership system. As a result the Council has deleted old members from the system, these members are now not in any search data which was slowing down the PC it operates on.

· HBC’s application support officer is available to CDC for advise and it is likely that once the admin officer for CDC has been appointed after the pool review, the LSM and admin will go back to Harrogate


	Completed



	· The Leisure Services Manager must meet with the ICT Shared Services Manager and agree a way forward that ensures IT Provision for the Pool is adequate during opening hours.
	· The LSM will liaise with ICT manager to see if ICT support can be this extended beyond normal office opening hours and if so whether there is a business case.

· £13k has been included in the 2013/14 Capital Programme to improve the network link to the Pool and this will increase the resilience. This is scheduled for completion end March 2014.

· In addition a software review is underway to establish whether Sportsoft is the best solution for the Councils Leisure Service. This review will be compliant with the Councils Contract Procedure rules and will also ensure the payment system currently in use is upgraded


	Leisure Services Manager/IS

March 2014

	· System notes are reviewed and updated
	· Notes are now being annotated with the date and initials of the person making the comments. This will be an on-going process.

These are notes about conversations with customers for example if we agree to freeze a membership, this includes a date of agreement and the member of staff who agreed the freeze or it may include a request via a receptionist.


	Completed

	· A System Administrator should be employed to review the system generated audit trail


	· The employment of an additional member of staff is regarded as not a cost effective approach to deal with the issue.  The roles and responsibilities of staff have been reviewed in relation to refunding and the following approach has been introduced

Receptionists cannot perform their own refunds, when a customer returns any faulty goods or is authorised to have monies refunded.

The Receptionist must complete a refund slip to be signed by the customer (if possible) and authorised by a Duty Officer (or higher). We cannot mark on the audit roll when a refund is applied but the tilling software records who actually performs the refund. In brief:

The receptionist logs off

The Duty Officer (or higher) logs on and performs a refund

The receptionists logs back on and continues as normal

We always try to offer free voucher for another visit at another time or offer to exchange any goods and we get the goods exchanged with a supplier.


	Completed



	· Consideration should be given as to how to mitigate the risk posed by the Reception worker who also has responsibility for banking all income

· Management should relook at controls in place for the receipting and banking of income to protect staff members from accusations of theft


	· The receptionist will be removed from the reconciliation of the till.

· This will remove this risk so that the receptionist is unaware of any errors until the DO has verified the monies against the till.
	Completed

	· An Administrator post should be created to look at back office transactions and the system generated audit trail


	· The pool review has increased the hours for admin so that there is clerical support for at least half the day for each week day.


	Completed

	· Cashing-up paperwork should be amended to include a field to enter reason for discrepancies, what actions have been taken and a space for a Senior Manager signature


	· Agreed and completed, the banking sheets commit the Receptionist and DO to explain their actions in the event of a +/-£5.00 error. Even if no resolution is found. For example, they checked the safe float and verify that a blind check has been made of the till monies.
	Leisure Services Manager

Completed

	· EPOS Users should be retrained


	· There are currently 3 users competent in the use of EPOS. In addition there are 2 vacancies which are being recruited to. When these posts are filled all staff, new and existing will receive training on the use of EPOS.


	Leisure Services Manage

Jan 2014

	· The Leisure Services Manager should investigate whether fixed buttons can be prevented from being changed


	· Investigated this issue with Sportsoft and the cash, credit, cheque buttons are situated next to each other. The set-up is fixed and cannot be changed.

· The requirement to be locate buttons in a more efficient manner will be included within the specification being prepared as part of the software review which is underway.


	Completed

	· Cashing up should occur in a secure location


	· Agreed and implemented, staff are not permitted to cash up ‘in plain sight’ or at the reception desk. For safety reasons the staff cash up in the Duty Officer’s Office.


	Completed

	· Numbered sealed tags should be purchased to secure cash bags


	· In consultancy with internal audit, we will procure money bags and secure seal tags to prevent staff from re-opening bags once sealed. They will have to note the seal number of the banking record.


	Leisure Services Manager

November 2013

	· Management should review the signage to the centre from the town and off the main bypasses
	· The Leisure Services Manager will review the signage at the pool (with Property & Estates) to increase the take up of pay as you go users/holiday makers.

· There are a number of brown tourism signs on all the main access roads into Skipton and within the town itself, but the entrance signage could be improved to assist all of our customers.
	Leisure Services Manager

Property & Estates Manager

Sept 2014.




