
Customer Services Risk Register - Appendix B9 

DATE LAST REVIEWED 09/01/2019

RISK CAUSE & EFFECT RISK
CATEGORY

GROSS RISK
RATING

(See next tab for
guidance)

EXISTING CONTROLS IN PLACE TO MITIGATE THE RISK

CURRENT RISK
RATING

(See next tab for
guidance)
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Cause(s):
Uncertainty regarding accommodation
Leaving Civic Centre for a less appealing venue

Effect(s):
Reduced level of bookings
Financial impact

Financial -
Operational 3 3 9

- Regular budget and activity monitoring
- Targeted marketing of ceremonies, venues etc. to maximise income, website
videos, use of 'twitter'
- Flexible use of staff to maximise income in periods of high activity
- Development of civil funeral service

3 2 6 Duncan
Bridgewater

Cause(s):
Contractor (such as Liberata) cease trading due to financial or other
failure.

Effect(s):
Interruption to or deterioration of service due to failure of contractors
(out of hours security guards @ Civic Centre, for example)

Contractual and
Partnership -
Operational

2 4 8

- Regular monitoring of performance and monthly operational meetings to identify
any continued and ongoing reduction in service delivery
- Core contract monitoring and overview of other elements of the contract to identify
shortfalls in other areas of service delivery
- Effective scrutiny of potential contractors
- Appropriate performance bonds or parent company guarantees
- Business continuity planning
- Standardised contract letting procedures and documentation as contracts renew

2 3 6 -Identify potential alternative contractors Duncan
Bridgewater

Cause(s):
Failure to effectively manage service delivery contracts with provided
such as Liberata

Effect(s):
Continued and ongoing poor performance and/or increased customer
complaints.

Contractual and
Partnership -
Operational

4 3 12

- Daily, weekly, monthly and annual monitoring of performance and key
performance indicators
- Monthly operational meetings with contractor to discuss performance and monitor
against balanced score card
- Escalation through core contract route of any continued and ongoing shortfalls in
performance

3 2 6 Duncan
Bridgewater

Cause(s):
Increase in life events (births / deaths) within Bromley
Staffing pressures

Effect(s):
Drop in standards leading to a potential breach of statutory duty and
loss of confidence from residents.

Legal -
Operational 3 3 9

-Regular monitoring of registration activity and timescales -use of casual staff to
perform statutory registrations - close monitoring of quality and performance from
GRO system reporting

1 3 3 Duncan
Bridgewater

Cause(s):
Major power failure or other incident that prevents access to the Civic
Centre

Effect(s):
Major disruption to council services

Data and
Information -
Operational

3 3 9 - Existing local resilience procedures (overflow to alternative Liberata Office) 2 2 4 Duncan
Bridgewater

Cause(s):
Fire / flooding
Strong room not GRO compliant

Effect(s):
Damage to or destruction of historic statutory registration records

Operational 2 4 8 2 4 8

- We are aware the strong rooms requires investment to
bring it up to General Register Office (GRO) security
standards. This will be looked at during the wider
accommodation review

Duncan
Bridgewater


