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 AGENDA 

FOR AUDIT AND RISK COMMITTEE MEETING TO BE HELD ON 

15 FEBRUARY 2023 AT 6:30 PM 

IN LITTLE PARA CONFERENCE ROOMS, SALISBURY COMMUNITY HUB,  

34 CHURCH STREET, SALISBURY 

 

MEMBERS 

Cr Kylie Grenfell (Chair) 

Cr B Brug (Deputy Chair) 

Ms P Davies 

Mr N Ediriweera 

Mr C Johnson  

 

REQUIRED STAFF 

Chief Executive Officer, Mr J Harry 

General Manager Business Excellence, Mr C Mansueto 

Manager Governance, Mr R Deco 

Team Leader Corporate Governance, Mr B Kahland 

Internal Auditor & Risk Coordinator, Mr H Rafeeu 

 

APOLOGIES  

LEAVE OF ABSENCE    

PRESENTATION OF MINUTES 

Presentation of the Minutes of the Audit and Risk Committee Meeting held on 08 November 

2022. 
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REPORTS  

Administration 

7.0.1 Actions List ........................................................................................................... 11 

7.0.2 Future Reports for the Audit and Risk Committee ................................................ 21  

For Decision 

7.1.1 Audit & Risk Committee Annual Work Plan 2022/2023 ...................................... 23 

7.1.2 3-Year Internal Audit Plan 2022/23-2024/25 ........................................................ 29 

7.1.3 Internal Audit Report on Fleet Heavy Vehicle, High Value and Portable 

Assets ..................................................................................................................... 55 

7.1.4 Audit & Risk Committee Performance Self-Assessment ...................................... 81 

7.1.5 Revised Internal Audit Charter .............................................................................. 97  

For Information 

7.2.1 Enterprise Resource Planning (ERP) Solutions Project (Verbal Update) 

7.2.2 Outstanding Actions Arising from Internal Audits ............................................. 111  

QUESTIONS ON NOTICE 

There are no Questions On Notice. 

MOTIONS ON NOTICE 

There are no Motions On Notice. 

 

OTHER BUSINESS  
(Questions Without Notice, Motions Without Notice, CEO Update) 
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ORDER TO EXCLUDE THE PUBLIC 

 

7.4.1 Quarterly Cybersecurity Report (Verbal Update) 

Recommendation 

Pursuant to section 90(2) and 90(3)(b) of the Local Government Act 1999 the Audit and Risk 

Committee orders that, the public be excluded from attendance at this meeting in relation to 

Agenda Item 7.4.1 (Quarterly Cybersecurity Report – Verbal Update) except the staff of City 

of Salisbury, on grounds that: 

1. Pursuant to Section 90(2) and (3)(b)(i) and (b)(ii) and (e) of the Local Government Act 

1999, the principle that the meeting should be conducted in a place open to the public 

has been outweighed in relation to this matter because: 

-  it relates to information the disclosure of which could reasonably be expected to 

confer a commercial advantage on a person with whom the council is conducting, or 

proposing to conduct, business, or to prejudice the commercial position of the council; 

and 

-  information the disclosure of which would, on balance, be contrary to the public 

interest; and 

-  matters affecting the security of the council, members or employees of the council, or 

council property; or the safety of any person. 

2. The disclosure of this information would, on balance, be contrary to the public interest 

because the public interest in the Council preserving its commercial sensitivity of 

information discussed between Administration and Audit & Risk Committee would be 

compromised by disclosure of the information.  

 

On that basis the public's interest is best served by not disclosing the Quarterly 

Cybersecurity Report – Verbal Update item and discussion at this point in time. 
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7.4.2 Litigation Update 

Recommendation 

Pursuant to section 90(2) and 90(3)(b) of the Local Government Act 1999 the Audit and Risk 

Committee orders that, the public be excluded from attendance at this meeting in relation to 

Agenda Item 7.4.2 (Litigation Update) except the staff of City of Salisbury, on grounds that: 

1. Pursuant to Section 90(2) and (3)(h) and (i) of the Local Government Act 1999, the 

principle that the meeting should be conducted in a place open to the public has been 

outweighed in relation to this matter because: 

-  it relates to legal advice; and 

-  information relating to actual litigation, or litigation that the Council or Council 

committee believes on reasonable grounds will take place, involving the council or an 

employee of the Council. 

2. The disclosure of this information would, on balance, be contrary to the public interest 

because the public interest in the Council preserving its commercial sensitivity of 

information discussed between Administration and Audit & Risk Committee would be 

compromised by disclosure of the information. 

On that basis the public's interest is best served by not disclosing the Litigation Update 

item and discussion at this point in time. 

 

 

CLOSE 
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MINUTES OF AUDIT AND RISK COMMITTEE MEETING HELD IN WITTBER &  

DR RUBY DAVY ROOMS, SALISBURY COMMUNITY HUB, 34 CHURCH STREET, 

SALISBURY ON 

8 NOVEMBER 2022 

 

MEMBERS PRESENT 

Cr G Reynolds (Chair) 

Cr K Grenfell (Deputy Chair) 

Ms P Davies 

Mr N Ediriweera 

Mr C Johnson  

 

OBSERVERS 

Nil 

 

STAFF 

Chief Executive Officer, Mr J Harry 

General Manager Business Excellence, Mr C Mansueto 

Manager Governance, Mr R Deco 

Internal Auditor & Risk Coordinator, Mr H Rafeeu 

Director Business Transformation, Ms. J Emerson (via VC Teams) 

Manager Business Systems and Solutions, Ms. L Paltridge (via VC Teams) 

 

The meeting commenced at 6:45pm 

The Chairman welcomed the members, staff and the gallery to the meeting. 

 

APOLOGIES  

Nil 

LEAVE OF ABSENCE    

Nil 
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PRESENTATION OF MINUTES 

 Moved Ms P Davies 

Seconded Cr K Grenfell 

The Minutes of the Audit and Risk Committee Meeting held on  

11 October 2022, be taken as read and confirmed. 

 

  
CARRIED 

UNANIMOUSLY  

 

REPORTS 

Administration 

7.0.1 Future Reports for the Audit and Risk Committee 
 

 
Moved Cr K Grenfell 

Seconded Ms P Davies 

That Council: 

1. Notes the report.  

 

 
 

CARRIED 

 

7.0.2 Actions List 
 

 
Moved Cr K Grenfell 

Seconded Ms P Davies 

That Council: 

1. Notes the report. 

 

 

 
 

CARRIED 

 

For Decision 

7.1.1 Audit & Risk Committee Annual Work Plan 2022/2023 
 

 
Moved Mr C Johnson 

Seconded Cr K Grenfell 

That Council: 

1. Approves the revised Audit & Risk Committee Annual Work Plan 

for the year 2022/2023 as set out in Attachment 1 to this report 

(Audit & Risk Committee, 8 November 2022, Item No. 7.1.1).  

 

 
 

CARRIED 
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7.1.2 3-Year Internal Audit Plan 2022/23-2024/25 
 

 
Moved Ms P Davies 

Seconded Cr K Grenfell 

That Council: 

1. Notes the updates made to the 3-year Internal Audit Plan 2022/2023 

to 2024/2025 as set out in Attachment 1 to this report (Audit and 

Risk Committee, 8 November 2022, Item No. 7.1.2), incorporating 

the strategic risk register mapping of internal audits planned and 

completed.    

2. Notes the accompanying high-level indicative draft scope for 

pending audits as set out in Attachment 2 of this report (Audit and 

Risk Committee, 8 November 2022, Item No. 7.1.2).  

 

 
 

CARRIED 

 

7.1.3 Risk Management and Internal Controls Activities 
 

 
Moved Ms P Davies 

Seconded Mr C Johnson 

That Council: 

1. Notes the update on Risk Management and Internal Control 

Activities for the 2022/2023 reporting period since the 12 July 

2022 Audit & Risk Committee meeting, as set out in Attachment 1 

to this report (Audit & Risk Committee, 8 November 2022,  

Item No. 7.1.3). 

2. Notes the revised Enterprise Risk Management Framework as set 

out in Attachment 2 to this report (Audit & Risk Committee,  

8 November 2022, Item No.7.1.3) and consider moving the section 

on risk appetite to a separate council approved document called 

Risk Appetite Statement.   

3. Notes the Strategic Risk Register as set out in Attachment 3 to this 

report (Audit & Risk Committee, 8 November 2022,  

Item No. 7.1.3) with the inclusion of ERP as a separate risk in the 

strategic risk register.   

 

 
 

CARRIED 
UNANIMOUSLY 
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For Information 

7.2.1 Outstanding Actions Arising from Internal Audits 
 

 
Moved Cr K Grenfell 

Seconded Mr C Johnson 

That Council: 

1. Notes the update in this report and the full Internal Audit Log 

Actions Register in Attachment 1 to this report (Audit Committee, 

8 November 2022, Item No. 7.2.1). 

 

 

 
 

CARRIED 
UNANIMOUSLY 

QUESTIONS ON NOTICE 

There were no Questions on Notice. 

 

 

MOTIONS ON NOTICE 

There were no Motions on Notice. 

OTHER BUSINESS 
(Questions Without Notice, Motions Without Notice, CEO Update) 
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ORDER TO EXCLUDE THE PUBLIC 

7.4.1 Cybersecurity Improvement Program (CIP) Audit Actions and 

Project Status Update 

 

 
Moved Ms P Davies 

Seconded Cr K Grenfell 

Pursuant to section 90(2) and 90(3)(b) of the Local Government Act 

1999 the Audit and Risk Committee orders that, the public be excluded 

from attendance at this meeting in relation to Agenda Item 7.4.1 

(Cybersecurity Improvement Program (CIP) Audit Actions and Project 

Status Update) except the staff of City of Salisbury, on grounds that: 

1. Pursuant to Section 90(2) and 90(3)(b)(i) and (ii) of the Local 

Government Act 1999, the principle that the meeting should be 

conducted in a place open to the public has been outweighed in 

relation to this matter because:  

- it relates to information the disclosure of which could 

reasonably be expected to confer a commercial advantage on a 

person with whom the council is conducting, or proposing to 

conduct, business, or to prejudice the commercial position of 

the council; and  

- information the disclosure of which would, on balance, be 

contrary to the public interest; and  

2.  The disclosure of this information would, on balance, be contrary 

to the public interest because the public interest in the Council 

preserving its commercial sensitivity of information discussed 

between Administration and Audit & Risk Committee would be 

compromised by disclosure of the information.  

       On that basis the public's interest is best served by not disclosing 

the CIP Audit Actions and Project Status Update item and 

discussion at this point in time. 

 

 

 
 

CARRIED 
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ORDER TO EXCLUDE THE PUBLIC 

 

7.2.2 Enterprise Resource Planning (ERP) Verbal Update 
 

 
Moved Cr K Grenfell 

Seconded Ms P Davies 

Pursuant to section 90(2) and 90(3)(b) of the Local Government Act 

1999 the Audit and Risk Committee orders that, the public be excluded 

from attendance at this meeting in relation to Agenda Item 7.4.1 

(Enterprise Resource Planning (ERP) Verbal Update) except the staff of 

City of Salisbury, on grounds that: 

1. Pursuant to Section 90(2) and 90(3)(b)(i) and (ii) of the Local 

Government Act 1999, the principle that the meeting should be 

conducted in a place open to the public has been outweighed in 

relation to this matter because:  

- it relates to information the disclosure of which could 

reasonably be expected to confer a commercial advantage on a 

person with whom the council is conducting, or proposing to 

conduct, business, or to prejudice the commercial position of 

the council; and  

- information the disclosure of which would, on balance, be 

contrary to the public interest; and  

- the verbal update relates to an ongoing tender process; and 

2.  The disclosure of this information would, on balance, be contrary 

to the public interest because the public interest in the Council 

preserving its commercial sensitivity of information discussed 

between Administration and Audit & Risk Committee would be 

compromised by disclosure of the information.  

       On that basis the public's interest is best served by not disclosing 

the Enterprise Resource Planning (ERP) Verbal Update item and 

discussion at this point in time. 

 

 

 
 

CARRIED 

The meeting moved into confidence at 7:35pm 

The meeting moved out of confidence and closed at 8:43pm 

CHAIRMAN……………………………………. 

 

DATE……………………………………………. 
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ITEM 7.0.1 

AUDIT AND RISK COMMITTEE   

DATE 15 February 2023  

HEADING Actions List 

AUTHOR Hussain Rafeeu, Internal Auditor & Risk Coordinator, CEO and 

Governance  
 

CITY PLAN LINKS 4.2 We deliver quality outcomes that meet the needs of our 

community 

4.4 We plan effectively to address community needs and identify 

new opportunities 

SUMMARY This report summarises the actions arising from previous meetings, 

since it was last presented to the July 2022 Audit & Risk 

Committee meeting.  

RECOMMENDATION 

That Council: 

1. Notes the report. 

 

ATTACHMENTS 

This document should be read in conjunction with the following attachments: 

1. Revised Action Plan - Capital Works Project Audit Pressure Points   

1. BACKGROUND 

1.1 The Audit and Risk Committee has requested that an actions list be maintained 

and included as an item on the agenda for each meeting. 

1.2 An actions list has been developed to capture actions arising out of the Audit and 

Risk Committee meetings. These actions do not replace the minutes from the 

Audit and Risk Committee, or the recommendations of the Committee that were 

submitted to the Council for adoption. They are included in this report to support 

the Audit and Risk Committee. 

2. REPORT 

2.1 The actions list contains information regarding the date on which the action was 

identified, a description of the action, the action owner, the expected due date for 

completion of the action and the current status of the action. 

2.2 Below is the list of actions arising out of the Audit and Risk Committee meetings, 

which has been compiled for the purpose of supporting the Audit and Risk 

Committee. 

2.3 Actions will remain on the actions list until reported as completed. Once the 

action has been completed, and that completion has been reported to the Audit and 

Risk Committee, the item will be removed from the actions list. 
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No Date Action Owner Due 

Date 

Status 

31. 12 

Jul 

2022 

Provide to the November 2022 Audit and 

Risk Committee, the improvement plans 

agreed by the Project Management Audit 

Action Group in relation to Project 

Management pressure points identified in 

the Capital Works Project Audit. 

Manager 

Infrastructure 

Delivery 

Nov 

2022 

Feb 

2023 

Completed. 

Update included as 

an attachment to this 

report.  

34 11 

Oct 

2022 

Present a position paper to the April 2023 

Audit and Risk Committee meeting on 

grants revenue recognition and associated 

timings in the context of the relevant 

accounting standards. 

Manager 

Financial 

Services 

Apr 

2023 

Not due yet 

36 8 

Nov 

2022 

Update the 3-year Internal Audit Plan 

with the Strategic Risk Register Mapping 

of internal audits planned and completed. 

Internal 

Auditor & 

Risk 

Coordinator 

Feb 

2023 

Completed. 

Update format 

presented in Feb 

2023 meeting. 

37 8 

Nov 

2022 

Revise the ERM Framework 

incorporating A&RC Chair's comments 

and moving the section on risk appetite to 

a separate council approved document 

called Risk Appetite Statement.   

Internal 

Auditor & 

Risk 

Coordinator 

Feb 

2023 

Completed 

Council approved the 

ERMF, and 

considered the Risk 

Appetite Statement. 

38 8 

Nov 

2022 

Include ERP as a Strategic Risk on the 

Strategic Risk Register. 

Internal 

Auditor & 

Risk 

Coordinator 

Feb 

2023 

Completed 

Included in the 

Strategic Risk 

Register. Next 

executive review 

scheduled for Q3 of 

2022/2023, and will 

be presented to 

A&RC when 

finalised.  

39 8 

Nov 

2022 

Noted for next year to consider Internal 

Auditor not to undertake Petty Cash 

Audit. 

Internal 

Auditor & 

Risk 

Coordinator 

Feb 

2023 

Completed. 

Handed over the 

petty cash counting 

and review process 

to be undertaken by 

Financial Services 

for External Audit 

purpose.  

3. CONCLUSION / PROPOSAL 

3.1 An actions list has been developed for the Audit and Risk Committee. The actions 

list will be maintained and presented to each Audit and Risk Committee meeting 

with an update on status of the relevant items. Any additional actions identified by 

the Audit and Risk Committee will be included on the actions list as they arise. 
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ITEM 7.0.2 

AUDIT AND RISK COMMITTEE   

DATE 15 February 2023  

HEADING Future Reports for the Audit and Risk Committee 

AUTHOR Michelle Woods, Projects Officer Governance, CEO and 

Governance  
 

CITY PLAN LINKS 4.2 We deliver quality outcomes that meet the needs of our 

community 

SUMMARY This item details reports to be presented to the Audit and Risk 

Committee as a result of a previous Council resolution.  If reports 

have been deferred to a subsequent month, this will be indicated, 

along with a reason for the deferral. 
 

RECOMMENDATION 

That Council: 

1. Notes the report. 

ATTACHMENTS 

There are no attachments to this report.  

1. BACKGROUND 

1.1 Historically, a list of resolutions requiring a future report to Council has been 

presented to each committee for noting. 

2. CONSULTATION / COMMUNICATION 

2.1 Internal 

2.1.1 Report authors and General Managers. 

2.2 External 

2.2.1 Nil. 
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3. REPORT 

3.1 The table below outlines the reports to be presented to the Audit and Risk 

Committee as a result of a Council resolution. 

Meeting - 

Item 

Heading and Resolution Officer 

24/10/2022 

7.1.1 

 

 

 

Due: 

BDO's Final Audit Completion Report 30 June 2022 

3.  Request Administration to present a position paper to 

the April 2023 Audit and Risk Committee meeting on 

grants revenue recognition and associated timings in the 

context of the relevant accounting standards. 

April 2023 

Kate George 

 

4. CONCLUSION / PROPOSAL 

4.1 Future reports for the Audit and Risk Committee have been reviewed and are 

presented to Council for noting. 
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ITEM 7.1.1 

AUDIT AND RISK COMMITTEE   

DATE 15 February 2023  

HEADING Audit & Risk Committee Annual Work Plan 2022/2023 

AUTHOR Hussain Rafeeu, Internal Auditor & Risk Coordinator, CEO and 

Governance  
 

CITY PLAN LINKS 4.2 We deliver quality outcomes that meet the needs of our 

community 

4.4 We plan effectively to address community needs and identify 

new opportunities 

SUMMARY The Audit & Risk Committee Annual Work Plan for the year 

2022/2023 is attached for review by the Audit & Risk Committee.  
 

RECOMMENDATION 

That Council: 

1. Approves the updated Audit & Risk Committee Annual Work Plan for the year 

2022/2023 as set out in Attachment 1 to this report (Audit & Risk Committee,  

15 February 2023, Item No.7.1.1).  

ATTACHMENTS 

This document should be read in conjunction with the following attachments: 

1. Updated Annual Work Plan 2022-2023   

1. BACKGROUND 

1.1 The Annual Work Plan 2022/2023 was last presented to the Audit & Risk 

Committee at its meeting held on 8 November 2022. 

1.2 The purpose of the Audit & Risk Committee Annual Work Plan is to ensure that 

all essential areas are covered by the Audit & Risk Committee, in performing its 

roles and responsibilities mandated under the Local Government Act 1999 (“the 

Act”).    

2. REPORT 

2.1 The key changes made to the Audit & Risk Committee Annual Work Plan 

2022/2023 are as follows:  

2.1.1 Following the Audit and Risk Committee recommendation in July 2022,  

• The Desktop Audit on Strategic Alignment of Investments on 

Enterprise Resource Planning (ERP) Solutions audit is now in 

progress and the report is expected to be completed in time for next 

Audit and Risk Committee meeting in April 2023.  

• All other items on the Annual Work Plan remain unchanged and on 

track.    
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CONCLUSION / PROPOSAL 

2.2 This report outlines the revised Audit & Risk Committee Annual Work Plan for 

the 2022/2023 financial year.  
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ITEM 7.1.2 

AUDIT AND RISK COMMITTEE  

DATE 15 February 2023  

HEADING 3-Year Internal Audit Plan 2022/23-2024/25

AUTHOR Hussain Rafeeu, Internal Auditor & Risk Coordinator, CEO and 

Governance  

CITY PLAN LINKS 4.2 We deliver quality outcomes that meet the needs of our 

community 

4.4 We plan effectively to address community needs and identify 

new opportunities 

SUMMARY Recommendations from the last Audit and Risk Committee 

meeting are incorporated in the 3-year Internal Audit Plan 

2022/2023 to 2024/2025. Changes since it was last presented to the 

Audit and Risk Committee in October 2022 are highlighted.  

RECOMMENDATION 

That Council: 

1. Notes the updates made to the 3-year Internal Audit Plan 2022/2023 to 2024/2025 as set

out in Attachment 1 to this report (Audit and Risk Committee, 15 February 2023, Item

No. 7.1.2).

2. Notes the mapping of internal audits to the current identified risks in the strategic risk

register as set out in Attachment 2 of this report (Audit and Risk Committee, 15 February

2023, Item No.7.1.2).

3. Notes the accompanying high-level indicative draft scope for pending audits as set out in

Attachment 3 of this report (Audit and Risk Committee, 15 February 2023, Item

No.7.1.2).

ATTACHMENTS 

This document should be read in conjunction with the following attachments: 

1. 3 Year Internal Audit Plan 2022-23 to 2024-25

2. Strategic Risk Mapping to Internal Audits

3. Indicative Scope for Pending Internal Audits

1. BACKGROUND

1.1 The 3-year Internal Audit Plan 2022-2023 to 2024-2025 and the accompanying

indicative draft audit scopes were last considered by the Audit and Risk 

Committee in November 2022. 

1.2 The Audit and Risk Committee requested to update the 3-year Internal Audit Plan 

showing the mapping of internal audits to the strategic risks.  
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2. REPORT

The updated 3-year Internal Audit Plan 2022-2023 to 2024-2025 is set out in

Attachment 1 to this report.

Key changes and updates to the 3-year Internal Audit Plan 2022-2023 to 2024-2025 are

as follows:

2.1 Progress of Audits as per Approved Internal Audit Plan

2.1.1 Fleet, Heavy Vehicle, High Value and Portable Assets Audit

This internal audit is completed, and the final report is presented to the 15 

February 2023 Audit and Risk Committee meeting, along with a separate cover 

report.  

2.2 Ongoing and Pending Audits for this current Financial Year 

• The Desktop Audit on Strategic Alignment of Investments in Enterprise

Resource Planning (ERP) Solutions has commenced in January 2023. The

internal audit is expected to be completed in March 2023 with the aim to be

presented to the April 2023 Audit and Risk Committee meeting. The internal

audit is being undertaken by the Internal Auditor and Risk Coordinator.

The following audits are on schedule in accordance with the last update to the 

Audit and Risk Committee in November 2022. 

• Strategic Reporting Process Audit – to commence in April March 2023 and to

be undertaken by the Internal Auditor and Risk Coordinator.

• IT Disaster Recovery Audit – to commence in April 2023 on a co-sourced

model.

• Independent External Review of Internal Audit Function – to commence in

June 2023 on a co-sourced model.

2.3 Strategic Risk Register Mapping of Internal Audits 

The 3-year Internal Audit Plan is developed to closely align the activities of 

internal audit with Council’s current identified strategic risks. The internal audits 

undertaken (since 2011) and planned on the 3-year internal audit plan are mapped 

to the current identified risks on the strategic risk register, to demonstrate this 

relationship as summarised below: 
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S
tr

at
eg

ic
 

R
is

k 

Risk Short Name

In
h

er
en

t 

R
is

k 

R
es

d
iu

al
 

R
is

k 

PAST INTERNAL AUDITS

PLANNED INTERNAL AUDITS ON 

3-Year Internal Audit Plan

 2022/23-2024/25

Event Incident Management 

Framework Audit (Dec 2016)

Business Continuity Audit (Jan 2024)

Event Incident Management 

Framework Audit (Jun 2021)

Risk Management Audit (Oct 2023)

Compliance With Building 

Inspections Policy (Sep 2014)

LGRS BCP Exercise Audit (June 

2018)

BCP Desktop Audit (Nov 2014)

2

Recycled Water 

Contamination 

Risk 

H
ig

h

M
e
d

iu
m

Management of Contaminated 

Sites Audit (Aug 2020)
Risk Management Audit (Oct 2023)

Public and Environmental Health 

Management Audit (Dec 2017)

By-Laws Management and 

Enforcemement Process Audit (Feb 

2025)

Administation of the Food Act  

(Mar 2011)

Food Safety Audit (Apr 2020)

H
ig

h

H
ig

h

3

Public and 

Environmental 

Health Risk

M
e
d

iu
m

V
e
ry

 H
ig

h

1
Business 

Continuity Risk 

INTERNAL AUDITS (2011 to 2025)
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R
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k 

Risk Short Name

In
h

er
en

t 

R
is

k 

R
es

d
iu

al
 

R
is

k 

PAST INTERNAL AUDITS

PLANNED INTERNAL AUDITS ON 

3-Year Internal Audit Plan

 2022/23-2024/25

Strategic Development Projects 

Audit  (Mar 2018)

Tree Management Framework Audit 

(Jul 2023)

Community Consultation Process, and 

Community Perception Survey 

Effectiveness Audit (Jul 2024)

Environmental Sustainability & Climate 

Change Risk Management Audit 

(potential 2025/2026 Audit)

Corporate Credit Card Audit (Oct 

2020)

Fraud and Corruption Prevention 

Control Audit (Jan 2024)

Trade Card and Trading Account 

Audit (Nov 2020)
Grants Management Audit (Aug 2024) 

Financial Sustainability Audit (Jun 

2019)

Rates Setting Process, Revenue and 

Debtors Audit (Aug 2023)

Asset Management Audit (Mar 

2020)

Budgetary Control Audit (Nov 2024)

Payroll Audit (Sep 2010; March 

2017)

Desktop Audit on Strategic Alignment 

of Investments in ERP Solutions Audit 

(Jan 2023)

Procurement Audit (Sep 2014)

Fraud and Corruption Prevention 

Control Audit (Jan 2013)

Grants Management Audit (Sep 

2012)

Contractor Management Audit (Jan 

2020)

Fleet, Heavy Vehicle, High Value 

and Portable Assets Audit (Jan 

2023)

Capital Works Projects Audit (Mar 

2018)

Capital Works Projects Audit (Aug 

2021)

INTERNAL AUDITS (2011 to 2025)

M
e
d

iu
m

5

Financial 

Sustainability 

Risk 

H
ig

h

M
e
d

iu
m

H
ig

h

4
Environmental 

and Social Risks 

Complaint Handling Process Audit 

(Mar 2021)

Strategic Reporting Process Audit 

(Mar 2023)

Volunteers Audit (Mar 2008) Data Governance Audit (Jul 2024)

Volunteers Audit (Jun 2021)
Risk Management Audit (Oct 2023)

Capital Works Projects Audit (Mar 

2018)

Capital Works Projects Audit (Aug 

2021)

Event Incident Management 

Framework Audit (Dec 2016)

LG Risk Evaluation Audit (Nov 

2019)

Event Incident Management 

Framework Audit - Jun 2021 

M
e
d

iu
m

V
e
ry

 H
ig

h

7
Work Health and 

Safety Risk 

M
e
d

iu
m

H
ig

h

6 Governance Risk 
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For further clarity, an expanded version covering these strategic risks with 

corresponding causes and controls, the control effectiveness, and the internal audit 

mappings are included in the Attachment 2 of this report. 

2.4 Indicative Scopes for Pending Audits for the 3-year Internal Audit Plan 

The scopes for pending audits (included in Attachment 3) have not changed since 

last presented to the Audit and Risk Committee in November 2022, except for the 

inclusion of the following specific point for the Desktop Audit on Strategic 

Alignment of Investments in Enterprise Resource Planning (ERP) Solutions audit: 

“ensure that: ERP solutions and the enabling projects implementation and 

transition plan is appropriately resourced and documented”. 

3. CONCLUSION / PROPOSAL

This report outlines the progress made towards the completion of the 3-year Internal

Audit Plan since it was last presented to the Audit and Risk Committee in November

2022.

S
tr

at
eg

ic
 

R
is

k 

Risk Short Name

In
h

er
en

t 

R
is

k 

R
es

d
iu

al
 

R
is

k 

PAST INTERNAL AUDITS

PLANNED INTERNAL AUDITS ON 

3-Year Internal Audit Plan

 2022/23-2024/25

Business Systems and Solutions 

Audit (Apr 2018)

Desktop Audit on Strategic Alignment 

of Investments in ERP Solutions Audit 

(Jan 2023)

Cyber Security Implementation 

Project Pre-Implementation Audit 
Data Governance Audit (Jul 2024)

Business Continuity Audit (Jan 2024)

IT Disaster Recovery Audit (Apr 

2023)

9
Climate Change 

Risk 

V
e
ry

 H
ig

h

M
e
d

iu
m Environmental Sustainability & Climate 

Change Risk Management Audit 

(potential 2025/2026 Audit)

People & Culture Risk Review (Jun 

2015)

Community Consultation Process, and 

Community Perception Survey 

Effectiveness Audit (Jul 2024)

Program Review of Twelve25  

Salisbury Youth Enterprise Centre 

(Sep 2012)

Legislative compliance Audit (Jan 

2021)

INTERNAL AUDITS (2011 to 2025)

M
e
d

iu
m

H
ig

h

10 Reputation Risk 

M
e
d

iu
m

V
e
ry

 H
ig

h

8

IT and 

Cybersecurity 

Risk
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ITEM 7.1.3 

AUDIT AND RISK COMMITTEE   

DATE 15 February 2023  

HEADING Internal Audit Report on Fleet Heavy Vehicle, High Value and 

Portable Assets 

AUTHOR Hussain Rafeeu, Internal Auditor & Risk Coordinator, CEO and 

Governance  
 

CITY PLAN LINKS 4.2 We deliver quality outcomes that meet the needs of our 

community 

4.4 We plan effectively to address community needs and identify 

new opportunities 

SUMMARY As per the approved City of Salisbury’s (COS’s or the City’s) 

Internal Audit Plan 2022-2024, the City’s Internal Auditor and 

Risk Coordinator has undertaken an audit on the City’s Fleet, 

Heavy Vehicle, High Value and Portable (FHVHV&P) assets. The 

audit delivered a high-level review of the controls in place relating 

to the process for managing, protecting and ensuring the viability 

of the FHVHV&P assets.  

 One high risk, seven medium risk and one low risk rated findings 

were identified as summarized in section 3.3 of this report.  
 

RECOMMENDATION 

That Council: 

1. Notes the final audit report for the Fleet, Heavy Vehicle, High Value and Portable assets 

audit with management comments as set out in Attachment 1 to this report (Audit and 

Risk Committee, 15 February 2023, Item No.7.1.3).  

ATTACHMENTS 

This document should be read in conjunction with the following attachments: 

1. Internal Audit Report on the Fleet Heavy Vehicle High Value and Portable Assets Audit   

1. BACKGROUND 

1.1 This audit aligns with the City’s current Strategic Risk 5 – City of Salisbury’s 

financial sustainability is compromised by internal decisions and/or external 

events.  

1.2 The specific causes for Strategic Risk 5 from the register included the following:  

1.2.1 Unplanned spending 

1.2.2 Inadequate valuation of assets or inaccurate depreciation 

1.2.3 Inadequate planning for infrastructure repairs or upgrades 

1.2.4 Fraud, misconduct or maladministration 

1.2.5 Failure to encourage investment in the City 



ITEM 7.1.3 

Page 56 City of Salisbury 

Audit and Risk Committee Agenda - 15 February 2023 

 I
te

m
 7

.1
.3

 

1.2.6 Increased expectations of the community in relation to the demand for 

and breadth of services and standards delivered by CoS 

1.2.7 Council ultimately becomes financially unsustainable  

1.3 The objective of this audit is to provide assurance that the established governance 

and risk management processes are sufficiently robust to manage, protect and 

ensure the viability of the FHVHV&P assets.  

2. CONSULTATION / COMMUNICATION

2.1 Internal

2.1.1 General Manager City Infrastructure 

2.1.2 Manager Field Services 

2.1.3 Manager Infrastructure Management 

2.1.4 Manager Strategic Procurement 

2.1.5 Coordinator Fleet and Workshop 

2.1.6 Manager Financial Services 

2.1.7 Senior Accountant 

2.1.8 Accountant (Projects, Assets and Systems) 

2.1.9 Insurance Officer 

2.1.10 Team Leader Buildings, Workshop & Store 

2.1.11 Team Leader Safety Wellbeing 

2.1.12 Team Leader Strategic Assets 

2.1.13 Manager Business Systems and Solutions 

2.1.14 Senior Human Resources Business Partner 

3. REPORT

3.1 Attachment 1 to this report is the final audit report.

3.2 The report identified a number of positive findings where the audit confirmed that

controls are adequate and implemented effectively. Good practices observed 

include the following: 

3.2.1 Fleet and heavy vehicle acquisitions and disposals are effective and have 

the required value for money as per City’s relevant policies and 

procedures. 

3.2.2 COS has recently started using a new fleet asset management system 

(AusFleet) with better asset management functionality. 

3.2.3 Fleet and heavy vehicle assets are appropriately tracked using online 

GPS tracking system and monitored to ensure their safe custody and are 

appropriately recorded. 

3.2.4 The ownership and custodianship of fleet and heavy vehicle assets are 

appropriately maintained. 

3.2.5 Regular and scheduled vehicle maintenance regime is followed and 

tracked, including pre-operational daily vehicle inspection, system for 

identifying faults, assessing severity and remedying them and 

maintenance scheduling. 

3.2.6 Asset numbers are put on all fleet and heavy vehicle assets tested, for 

identification and traceability purpose. 

3.2.7 Sample testing of physical stock verification on fleet and heavy vehicles 

against asset register did not show any asset losses or variances. 
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3.3 Following are the nine findings / observations picked up during the audit, which 

are detailed in the final report in Attachment 1: 

Finding Risk 

1. Plant & Fleet Asset Management Plan High 

2. Physical Verification and Asset Stock-take Medium 

3. Comprehensive Minor Assets Register Medium 

4. Private Use Vehicles and Salary Sacrifice Calculator Medium 

5. Inconsistency between COS Assets Register and Local

Government Association Asset Mutual Fund (LGAAMF)

Insured Assets Schedule

Medium 

6. Policies and Procedures Medium 

7. Review of Assets in Use Beyond the Stated Useful Economic

Life

Medium 

8. The National Heavy Vehicle Law (NHVL) Compliance -

Areas for improvement

Medium 

9. Fuel Card Usage Review on Unusual Transactions Low 

3.4 The recommendations related to all of the nine findings/observations are agreed 

with management comments and actions, identifying the relevant action owners 

and target action completion deadlines, as detailed in the full report as in 

Attachment 1.    

4. CONCLUSION / PROPOSAL

4.1 The Internal Audit confirms that Field Services has robust and effective processes

in place in relation to the systems and process around the acquisition, disposal, 

and management of FHVHV&P assets, except in the few cases where 

observations and recommendations are made on the report. 
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ITEM 7.1.4 

AUDIT AND RISK COMMITTEE   

DATE 15 February 2023  

HEADING Audit & Risk Committee Performance Self-Assessment 

AUTHOR Hussain Rafeeu, Internal Auditor & Risk Coordinator, CEO and 

Governance  

CITY PLAN LINKS 4.2 We deliver quality outcomes that meet the needs of our 

community 

4.4 We plan effectively to address community needs and identify 

new opportunities 

SUMMARY Best practice standards suggest that the performance of the Audit 

and Risk Committee should be reviewed on a regular basis. One 

method of doing this is through a self-assessment process. This 

report outlines the proposed methodology for self-assessment of the 

Audit and Risk Committee and seeks recommendation for Council 

approval of the assessment process.   

RECOMMENDATION 

That Council: 

1. Approves the self-assessment survey questions, as set out in Attachment 1 to this report

(Audit and Risk Committee, 15 February 2023, Item No. 7.1.4) for issuance to members

of the Audit and Risk Committee for completion following the February 2023 Council

meeting, with results to be collated and presented at the next Audit and Risk Committee

meeting.

ATTACHMENTS 

This document should be read in conjunction with the following attachments: 

1. Audit & Risk Committee Survey Questionnaire for 2022

1. BACKGROUND

1.1 It is considered best practice to review the performance of an Audit and Risk

Committee on a periodic basis. One method of conducting this performance 

review is through a self-assessment questionnaire, completed by the members of 

the Audit and Risk Committee.  

1.2 Self-assessment surveys are an efficient method for conducting the performance 

review because they can be completed at the convenience of the Audit and Risk 

Committee members, without the need to arrange or attend any additional 

meetings or interviews.  

1.3 It is proposed that the Audit and Risk Committee complete a self-assessment for 

the period 1 January 2022 to 31 December 2022. A copy of the proposed self-

assessment survey questions is provided as Attachment 1 to this report. 
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1.4 The self-assessment was last completed for the period 1 January 2021 to 31 

December 2021 following the Council meeting in February 2022, and the results 

were collated and presented at the April 2022 Audit and Risk Committee meeting. 

2. REPORT

2.1 The focus of the self-assessment is primarily to drive continuous improvement in

the performance and effectiveness of the Audit and Risk Committee.  

2.2 The self-assessment survey questionnaire from last review is proposed as its 

relevancy remains unchanged. 

2.3 It is proposed that the attached self-assessment questionnaire be circulated to 

members of the Audit and Risk Committee following the February 2023 Council 

meeting, for completion by 15 March 2023. The questionnaire will be circulated 

in the form of an online survey. A link to the survey will be provided to 

Committee members. The results of the survey will be collated and reported back 

to the Committee at its April 2023 meeting. 

3. CONCLUSION / PROPOSAL

3.1 The attached self-assessment survey is a useful tool for assessing the performance

of the Audit and Risk Committee and identifying areas for improvement. 

3.2 On the basis that it is good practice to conduct a self-assessment annually, it is 

proposed that the Audit and Risk Committee recommends to Council approval of 

the self-assessment process. 

3.3 The Audit and Risk Committee acknowledges that this self-assessment will be 

conducted by way of an online survey, with the results collated and reported 

anonymously to the Audit and Risk Committee in a single report.  
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7.1.4 Audit & Risk Committee Survey Questionnaire for 2022 
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ITEM 7.1.5 

AUDIT AND RISK COMMITTEE  

DATE 15 February 2023  

HEADING Revised Internal Audit Charter 

AUTHOR Hussain Rafeeu, Internal Auditor & Risk Coordinator, CEO and 

Governance  

CITY PLAN LINKS 4.2 We deliver quality outcomes that meet the needs of our 

community 

4.4 We plan effectively to address community needs and identify 

new opportunities 

SUMMARY The purpose of this report is to review the City of Salisbury 

Internal Audit Charter. 

RECOMMENDATION 

That Council:  

1. Approves the Internal Audit Charter as set out in Attachment 1 to this report (Audit

and Risk Committee, 15 February 2023) for Council adoption.

ATTACHMENTS 

This document should be read in conjunction with the following attachments: 

1. Revised Internal Audit Charter with Track Changes

1. BACKGROUND

1.1 The Internal Audit Charter was last adopted by Council on 23 November 2020 

and due for review. 

2. REPORT

2.1 The Internal Audit Charter has been reviewed. 

2.2 There are no material changes to the Internal Audit Charter. 

2.3 The revised Internal Audit Charter with track changes and minor edits appears as 

Attachment 1 to this report. 

3. CONCLUSION / PROPOSAL

3.1 The Internal Audit Charter is put to the Audit and Risk Committee for adoption by 

Council. 
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ITEM 7.2.2 

AUDIT AND RISK COMMITTEE   

DATE 15 February 2023  

HEADING Outstanding Actions Arising from Internal Audits 

AUTHOR Hussain Rafeeu, Internal Auditor & Risk Coordinator, CEO and 

Governance  

CITY PLAN LINKS 4.2 We deliver quality outcomes that meet the needs of our 

community 

4.4 We plan effectively to address community needs and identify 

new opportunities 

SUMMARY This report provides an update on the status of outstanding actions 

arising from previously completed internal audits.  

RECOMMENDATION 

That Council: 

1. Notes the update in this report and the full Internal Audit Log Actions Register in

Attachment 1 to this report (Audit and Risk Committee, 15 February 2023, Item

No.7.2.2).

ATTACHMENTS 

This document should be read in conjunction with the following attachments: 

1. Internal Audit Log Actions Register - Feb 2023

1. BACKGROUND

1.1 This report provides a status update on the outstanding actions from past internal

audits, showing a summary position, number of actions by risk rating and the 

movement of actions since it was last presented to the July 2022 Audit & Risk 

Committee meeting.  

1.2 Previously reported closed actions are now removed from the Audit Log Actions 

Register after verification by the Internal Auditor and Risk Coordinator. 

2. CONSULTATION / COMMUNICATION

2.1 Internal

2.1.1 Audit Action Process Owners 

3. REPORT

3.1 A high-level summary on the movement of actions from internal audits is shown

below: 
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3.2 The total number of outstanding Audit actions reported to the November 2022 

Audit & Risk Committee was 10, out of which, one low risk action was closed 

and resolved, leaving nine actions to be resolved for this reporting period.  

3.3 The risk profile summary position of actions for the reporting period is shown 

above. 

Actions Closed 

3.4 The closed action for the reporting period as follows, is tested by the Internal 

Audit and Risk Coordinator and confirmed as fully resolved. 

Actions Outstanding 

3.5 There are nine actions remaining on the Audit Log Register as at 15 February 

2023 to be closed, and their status and risk ratings, and the level of completion 

relative to the total number of actions for respective audit are illustrated below: 
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3.6 The two actions remaining from Management of Contaminated Sites Audit are in 

progress as part of a separate action plan, reported to the February 2022 Audit and 

Risk Committee, with a final deliverable to establish an Integrated Catchment 

Risk Management Plan by mid-2026. 

3.7 The two actions from LGASA risk evaluation report identified needed further 

extension till 30 June 2023 to complete risk assessments for remaining scenarios 

specific to emergency management plan in consultation with the Zone Emergency 

Management Committee, and to provide necessary training for relevant staff 

identified in the Incident Operations Manual. 

3.8 The four actions remaining from Complaints Handing Process audit, are agreed to 

be resolved with the implementation of the Customer Relationship Management 

(CRM) module within the ongoing Enterprise Resource Planning (ERP) solutions 

implementation process. CRM implementation is prioritised in the first phase of 

ERP implementation. 

3.9 The one action remaining from Volunteer Management audit is related to the 

development of a Volunteer Health and Safety Handbook, which is progressing on 

track and scheduled for finalisation by end of March 2023. 

3.10 The full listing of all nine pending actions, with recommendation, management 

comments, action owners, and target deadlines for resolution are covered in the 

Audit Log Actions Register included in Attachment 1. 

4. CONCLUSION / PROPOSAL

4.1 This report provides a summary of the position on outstanding actions from past

internal audits, since the last Audit & Risk Committee meeting. 

4.2 One action was closed during the reporting period and nine actions remain to be 

closed as elaborated above. 

Audit 

Total # 

Actions

Actions 

Completed %

Actions 

Outstandi

ng %

Status of Outstanding 

Actions

Management of 

Contaminated Sites - 

Oct 2020 14 12 86% 2 14%

2 not due

(1 Medium Risk, 1 

Better Practice)

LGASA 2019 Risk 

Evaluation Report - 

Nov 2019 6 4 67% 2 33%

2 Extended 

(2 LGASA Basline Not 

Met)

Complaints Handling 

Process - Mar 2021
6 2 33% 4 67%

1 not due (High Risk),

 3 extended (Medium 

Risk)

Volunteer Management 

Audit - Sep 2021
4 3 75% 1 25%

2 Extended 

(1 Medium Risk, 1 Low 

Risk)

TOTAL 30 21 70% 9 30%
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Audit Log Actions Register - February 2023
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et

Risk Assessment specific 
to Emergency 

Management Plan 

CoS has documented risk assessments however it was noted that 
they were outdated and requires to be conducted again in line 

with current emergency scenarios. 

It is recommended that Council conduct risk assessments specific 
to emergency management and include all current emergency 

scenarios relevant to CoS.

CoS will work with the Council Ready Program to conduct risk 
assessments specific to emergency management and subsequently 
document those risk assessments

Brett Kahland (Team 
Leader Corporate 

Governance)
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20
22

31
/1
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23 Action is on track. Risk assessments have been commenced.

14/1/22: Emergency Mgt scenario risk assessment for flood and bushfire scenarios 
undertaken.

Update 15/2/23: E
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Trained staff on 
Emergency Management 

Procedure

Although selected staff have been trained on emergency 
operations, the details are not documented in the Emergency 
Management Plan as it's passed its review date and current 

relevant staff details have not been included in the plan.  

It is recommended that the list of current staff trained on 
emergency management procedures are updated during the 

review of the Emergency Management Plan.

Training on emergency management procedures will form part of the 
development of the revised Emergency Management Plan and will be 
conducted upon completion of the Council Ready Program.

Brett Kahland (Team 
Leader Corporate 

Governance)
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20
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The development of the Incident Operations Manual has and will identify relevant staff 
with responsibilities during an emergency event. The Incident Operations Manual has been 
endorsed by executive (October 2021). Training for staff will occur as part of the roll out of 

the Incident Operations Manual. 
14/1/22: Rollout of training to occur following presentation to Executive Group 

(rescheduled to scheduled for 19 Jan)
Note: extend time to enable key staff to attend training in first half of 2022.

Update 15/2/23: The Emergency Incident Operations Framework update was presented to 
Executive Group 19/1/2023. Emergency Incident Commander training is to be arranged for 
all Executive Group members. All non Executive staff with assigned responsibilities within 
the Emergency Incident Operations Framework are to be trained in those responsibilities. 
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6. Further work as per 
National Environmental 

Protection Measure 
(NEMP) Schedule B2 - 
Site Characterisation 

Where potential risks cannot be adequately assessed from 
the existing information, further work may be required in 
accordance with the NEPM Schedule B2 (NEPC, 1999).

Agreed and noted
Dameon Roy, Manager 

Infrastructure 
Management

30
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6/
20

23

Next review cycle is 2023. Budget bid to be put in 22/23, to do the Site Categorisation in 
accordance with NEPM Schedule B2.

14/2/22: Budget bids for existing sites (as included in report) have been included in 22/23 
discussions.  

A prioritised list of sites requiring work in accordance with the NEPM will be prepared 
based on the updated risk ratings in the register.
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11. Management of 
Contaminated Sites 

Integrated into a Single 
Framework

The management of contaminated sites should be 
integrated into a single framework, providing documented 
feedback mechanisms, and ensuring the overall risk to the 

CoS and the Recycled Water Systems are appropriately 
managed.

a) Noted
b) At this point in time the Contaminated Site Register sits in 
the Corporate GIS system and is managed by City 
Infrastructure, however there is no mechanism to provide 
ongoing reporting in this area, other than on an incident by 
incident basis.
c) Also agree that a more integrated approach across Council 
Departments is required. This is proposed to be done by 
revising the Integrated Water Cycle Management Plan into a 
new Integrated Catchment Risk Management Plan and up-
dating all Stormwater Management Plans (SMPs) to ensure they 
model and monitor water quality issues as well as water quantity 
(i.e. flood management).

Dameon Roy, Manager 
Infrastructure 
Management
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The ICRMP is the first step in establishing an integrated framework.
Update 4/4/22: An action plan for this was presented to Feb 2022 Audit & Risk Committee 
to identify the sub-components of the delivery of this item in 10 phased action milestones, 

whereby the ICRMP will get developed in 2026. N
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2_
H
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h 1. Lack of a Complaints 

Handling & 
Management System

Establish a centralized system to capture information on 
complaints, and use the system for handling, managing and 

reporting on complaints received and resolved; either 
through an existing software solution or by introducing a 

dedicated complaints management system. 
Ensure that all complaints are recorded, and reported to the 

management on a regular basis, including complaints 
received via telephone calls, and from walk-in community 

members. 

Investigation will need to be undertaken to find a suitable 
program to capture all complaints in the one place and identify 
funding requirements. This forms part of the scope of a current 

project undertaken called the Exceptional Community 
Experience Project. 

Hannah Walters 
(Project Manager 

Community Experience)

30
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6/
20

22

30
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6/
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23

Update: 9/11/21: We are currently preparing an EOI for the technology solution to manage 
all Community Interactions.

Update 30/06/2022 We are currently evaluating EOI for Enterprice Resource Planning 
solution and the first module to be implemented will be CRM

Update 15/02/2023: Part of the ERP 1st phase implementation N
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2. Performance 
Monitoring and 

Reporting on 
Management of 

Complaints 

1. Incorporate within the relevant policies and procedures, 
the reporting requirements and frequencies covering 

performance reporting on service standards. 
2. Establish a mechanism to record and measure actual 

performance against all service standards;
3. Establish a monthly reporting process on actual 

performance against all agreed service standards for 
complaints and requests for services.   

4. Review the key performance indicators and service 
standards for complaints handling included within the 

Community Experience Charter and also the CCC 
Procedure, to ensure they are attainable and realistic.  

1. The recommendation will be implemented.
2. There is significant work required in developing a report on 
performance against all service standards. Unclear if reporting 
against service standards is undertaken within each business 

unit on a monthly basis. Investigation and scoping of the 
solution will be required. 

3. A customised monthly report will be developed to track the 
progress of the Operational Service Standards listed in the 

Community Service Framework.
4.  The key performance indicators listed in the Community 

Experience Charter will be reviewed to ensure they are relevant 
and realistic. 

Hannah Walters 
(Project Manager 

Community Experience)
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Update: 9/11/21: The Community Expereince Framework is no longer an operational 
document. 

We currently report to Council monthly on all CRM data but this will be expanded when 
we introduce a Customer Relationship Management System that will capture all 

Community Interactions.
Update 24/01/2022: New initiative bid submitted for funding and implementation for the 

CRM project
Update: 9/11/21: We are currently preparing an EOI for the technology solution to manage 

all Community Interactions.
Update 30/06/2022 We are currently evaluating EOI for Enterprice Resource Planning 

solution and the first module to be implemented will be CRM
Update 15/02/2023: Part of the ERP 1st phase implementation.
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us Audit Comment as at 
15/02/2023

Resolved 
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3_
M

ed
iu

m 3. Escalation Process 
for Tier 1, Tier 2 and 

Tier 3 Complaints 

Ensure that escalation process implemented covers Tier 3 
complaints as per the requirements of CCC Procedure, 

and/or revise the CCC Procedure accordingly.  

This will get captured as part of the Exception Community 
Experience Project Implementation scope, and implement the 

Complaints handling Tier escalation process.

Business Process 
Owners:

Hannah Walters 
(Project Manager 

Community Experience) 
/ Amy Pokoney Cramey 

(General Manager 
Community 

Development)
Owner for ECM System 

Support: 
Laura Fischetti (Team 

Leader Business 
Intelligence and Data 

Management).
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Update: 9/11/21: Requirements for escalations will be built into the detailed business 
requirements document for the Customer Realtionship Management Solution.

Update 24/01/2022: New initiative bid submitted for funding and implementation for the 
CRM project

Update: 9/11/21: We are currently preparing an EOI for the technology solution to manage 
all Community Interactions.

Update 30/06/2022 We are currently evaluating EOI for Enterprice Resource Planning 
solution and the first module to be implemented will be CRM

Update 15/02/2023: Part of the ERP 1st phase implementation
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m 4. Trend Analysis on 
Complaints Data for 
Strategy Formulation

COS should perform data analysis on complaints received 
and resolved to identify trends and lessons learned and 

appropriately apply as input within COS’s strategy 
formulation process. 

This will be incorporated as part of the Exceptional Community 
Experience Project scope and implemented. 

Hannah Walters 
(Project Manager 

Community Experience)
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Update: 9/11/21: Requirements for escalations will be built into the detailed business 
requirements document for the Customer Realtionship Management Solution.

Update 24/01/2022: New initiative bid submitted for funding and implementation for the 
CRM project

Update: 9/11/21: We are currently preparing an EOI for the technology solution to manage 
all Community Interactions.

Update 30/06/2022 We are currently evaluating EOI for Enterprice Resource Planning 
solution and the first module to be implemented will be CRM

Update 15/02/2023: Part of the ERP 1st phase implementation
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Volunteer Safety 
Handbook

As a better practice control measure, it is advisable that 
COS prioritise the development of a comprehensive 
Volunteer Safety Handbook to meet the core components of 
the WHS Induction and Training Procedure detailed below:
 •Provide WHS information, training and instruction in a 

way that is readily understandable to any person whom it is 
provided
 •Provide workers with information, instruction and training 

that is necessary to protect persons from risk to health and 
safety having regard to their role

Actions proposed include sourcing funding and an external 
consultant to develop an accessible easy-English Volunteer 
Health and Safety Handbook that complies with WHS 
requirements

Vesna Haracic 
(Manager Community 
Health and Wellbeing)
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30/06/2022: Work in progress with P&C to determine our internal capacity for the WHS 
induction and Training procedure. The next step will be an easy English Volunteer Health 

and Safety Handbook that complies with WHS requirements. 

08/11/2022: Draft Manual is being compiled by WHS team for finalisation. N
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Update Volunteer 
Management Corporate 
Guideline

It is recommended to develop a comprehensive Volunteer 
Management Manual or review and update the Volunteer 

Management Corporate Guideline with relevant version control 
details covering the full end to end volunteer management 
process, and ensure that the information held on intranet is 

consistent with the manual or guidelines.

Action proposed is the Volunteer Management Guidelines be 
reviewed, updated and version control requirements detailed.

Vesna Haracic (Manager 
Community Health and 

Wellbeing)
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As from Dec 2021 work started on reviewing Volunteer Management Corporate Guidelines 
and it is approximately 80% completed. It is expected to be fully completed by 31 Oct 2022

08/11/2022: Draft Manual now with WHS team for finalisation.
Update 12/1/2023: Action completed – the Volunteer Management Corporate Guideline 

and information on intranet are updated addressing all identified inconsistencies.
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