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'CB Customer Service & Benefits - Current Risk Heat Map

RYEDALE
DISTRICT
COUNCIL

Likelihood
Risk Summary Key
Status Code Title Risk Status Action Status
& CB 01 |Staff Absences on performance delivery @ OK Cancelled
@ CB 02 |Regular staff vacancies Warning Overdue
a
\ Resistance to change in working \ Check
/—> CB 03 practices/systems/restructure . Alert /—> Progress
o

/_\> CB 04 |Lack of and/or ineffective IT systems r? Unknown D In Progress
¢ CB 05 |Fraud Partnership fails @ Completed
@ CB 06 |Continuation of Shared Customer Services

Conflict of interest between staff and customers &

CB 07 :

self interest
/f\ CB 08 Inadequate management of Potentially Violent
- People

Unable to deliver reception upgrade within budget

CB 09 )

or timescales
@ CB 10 Verification by others leading to processing

difficulties
@ CB 11 |Poor data quality




CB 01 Staff Absences on performance delivery

Risk

Code Risk Title

Description

Status

CB 01 | Staff Absences on performance delivery

High staff absences impact on performance and colleagues creating negative
atmosphere and increased costs and training for additional resources

Consequences

Financial cost cover/training Management/Training time Performance Customer complaints Customer satisfaction Loss
of expertise Low staff morale Poor image/PR

Current Risk Matrix

Current Rating Description

Last Review Date

B 3
5 Current Impact ) Current Likelihood ) 18 May 2009
bl Minor Likely
£
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
B 1
= Target Impact ) Target Likelihood Paul Cresswell; Paul Cresswell
bo] Minor Very Low
E
Likelihood
Risk Actions
Status |Code Title Description Progress Bar Due Date Lead

Latest Note




'CB 02 Regular staff vacancies

e Risk Title Description Status
Code
CB 02 Regular staff vacancies @
Consequences Financial cost Advertising/cover/training Management/Training time Performance Customer complaints Customer

Current Risk Matrix

satisfaction Loss of expertise Low staff morale Poor image/PR

Current Rating Description Last Review Date
B 1
= Current Impact ) Current Likelihood 18 May 2009
bo] Minor Very Low
5
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
B 1
© Target Impact ) Target Likelihood Paul Cresswell; Paul Cresswell
bl Minor Very Low
5
Likelihood
Risk Actions
Status |Code Title Description Progress Bar Due Date Lead Latest Note




'CB 03 Resistance to change in working practices/systems/restructure

e Risk Title Description Status
Code
CB 03 Re5|stz_ance to change in working Some staff reluctant to change working practices 7
practices/systems/restructure
C Performance Poor image/PR Financial cost Staff time Customer satisfaction Customer complaints Low staff morale
onsequences
Staff absences
Current Risk Matrix Current Rating Description Last Review Date
B 3
5 Current Impact Current Likelihood 18 May 2009
bl Minor Likely
£
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
A 1
= Target Impact Target Likelihood Paul Cresswell
bo] Low Very Low
5
Likelihood
Risk Actions
Status |Code Title Description Progress Bar Due Date Lead Latest Note
b SDP CB 0913 28 Regular team meetings | 50% | 31 Mar 2010 Paul Cresswell Regular team meetings now held to

which are minuted

keep staff informed




'CB 04 Lack of and/or ineffective IT systems

e Risk Title Description Status
Code
Revenues & benefits system unlikely to be supported in future, Cash receipting N
CB 04 Lack of and/or ineffective IT systems |system no longer compliant, no satisfaction system and current customer contact )
system no longer fit for purpose
Consequences Performance Poor image/PR Financial cost Staff time Customer satisfaction Customer complaints Low staff morale
Current Risk Matrix Current Rating Description Last Review Date
C 3
5 Current Impact Current Likelihood 18 May 2009
b Medium Likely
£
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
A 1
= Target Impact Target Likelihood Paul Cresswell
bo] Low Very Low
E
Likelihood
Risk Actions
Status [Code Title Description Progress Bar Due Date Lead Latest Note
b A2S - 4 Contact Management p% 04 Jul 2011 Louise Sandall
Review benefits system & ;?gtieex gevrzlﬁfeif"se Looking at a joint system and
@ SDP CB 0913 07 where feasible implement | 50% | 30 Sep 2010 Paul Cresswell

new system

feasible implement

new system

working to achieve cost savings.




'CB 05 Fraud Partnership fails

SIS Risk Title Description Status
Code
CB 05 Fraud Partnership fails @
Consequences
Current Risk Matrix Current Rating Description Last Review Date
B 1
5 Current Impact ) Current Likelihood 18 May 2009
] Minor Very Low
E
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
B Target Impact Target Likelihood Paul Cresswell
2
E
Likelihood
Risk Actions
Status |Code Title Description Progress Bar Due Date Lead Latest Note

Contract commenced 5th October 09

with Veritau




CB 06 Continuation of Shared Customer Services

e Risk Title Description Status
Code
CB 06 Continuation of S_hared Customer @
Services
Consequences Duplication of services Consistent services Financial cost Customer satisfaction Low staff morale
Current Risk Matrix Current Rating Description Last Review Date
B 1
= Current Impact ) Current Likelihood 18 May 2009
z Minor Very Low
E
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
B Target Impact Target Likelihood Paul Cresswell
a
E
Likelihood
Risk Actions
Status |Code Title Description Progress Bar Due Date Lead Latest Note




CB 07 Conflict of interest between staff and customers & self interest
Risk

Code Risk Title Description Status
CB o7 | O Ciomers & self mterest @
Consequences Fraud Financial cost Poor image/PR Management time Legal implications
Current Risk Matrix Current Rating Description Last Review Date
B 2
E Current Impact Minor Current Likelihood Not Likely 18 May 2009
E
Likelihood
Target Risk Matrix Target Rating Description SMT Lead

Target Impact

Impact

Target Likelihood Paul Cresswell

Likelihood

Risk Actions

Status [Code

Title

Description Progress Bar

Due Date Lead

Latest Note




'CB 08 Inadequate management of Potentially Violent People

Risk
Code

Risk Title

CB 08 Inadequate management of Potentially

Description

Violent People

Consequences

No corporate wide Potentially Violent customer list/procedures/policy

Current Risk Matrix

Data protection Staff safety Staff morale Staff absences Insurance claims Information sharing Poor image/PR

Current Rating Description Last Review Date
D 2
= Current Impact ) Current Likelihood ) 18 May 2009
bl Major Not Likely
E
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
Cc 2
B Target Impact Target Likelihood Paul Cresswell
] Medium Not Likely
E
Likelihood
Risk Actions
Status |Code Title Description Progress Bar Due Date Lead Latest Note




'CB 09 Unable to deliver reception upgrade within budget or timescales

e Risk Title Description Status
Code
Unable to deliver reception upgrade
cB 09 within budget or timescales @
Consequences Performance Poor image/PR Financial cost Customer satisfaction Customer complaints Low staff morale Cash handling
Current Risk Matrix Current Rating Description Last Review Date
B 2
= Current Impact ) Current Likelihood ) 18 May 2009
bl Minor Not Likely
5
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
B Target Impact Target Likelihood Paul Cresswell
5
Likelihood
Risk Actions
Status |Code Title Description Progress Bar Due Date Lead Latest Note




'CB 10 Verification by others leading to processing difficulties

e Risk Title Description Status
Code
Verification by others leading to
CB 10 processing difficulties @
Consequences
Current Risk Matrix Current Rating Description Last Review Date
B 2
= Current Impact ) Current Likelihood ) 18 May 2009
8 Minor Not Likely
E
Likelihood
Target Risk Matrix Target Rating Description SMT Lead

Impact

Risk Actions
Status [Code

Likelihood

Target Impact

Target Likelihood

Paul Cresswell

Title

Description

Progress Bar

Due Date

Lead

Latest Note




CB 11 Poor data quality

e Risk Title Description Status
Code
CB 11 Poor data quality @
Consequences Performance Poor image/PR Staff losses Financial cost Inspection
Current Risk Matrix Current Rating Description Last Review Date
B 2
5 Current Impact ) Current Likelihood . 18 May 2009
bl Minor Not Likely
£
Likelihood
Target Risk Matrix Target Rating Description SMT Lead
B Target Impact Target Likelihood Paul Cresswell
a
E
Likelihood
Risk Actions
Status |Code Title Description Progress Bar Due Date Lead Latest Note




