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PART ONE  
INTRODUCTION 

 
 
Reporting Authority 
 
1.1.1 Section 74(1) of the Constitution of Gibraltar requires the public accounts of 
Gibraltar and of all courts of law and all authorities and offices of the Government to be 
audited and reported on by the Principal Auditor. Section 74(2) requires that such 
reports be submitted and laid before the Gibraltar Parliament. Section 74(3) lays down 
that in the exercise of his functions under the Constitution the Principal Auditor shall 
not be subject to the direction or control of any other person or authority. 
 
1.1.2 The provisions of Part IX of the Public Finance (Control and Audit) Act 
empower the Principal Auditor to audit and report on the accounts of every person or 
body that is in receipt of a contribution from public moneys, or in respect of whom the 
Government has given a guarantee to any person, or whose operations may impose or 
create a liability on any public moneys - not being a body corporate whose accounts the 
Principal Auditor is for the time being specifically required or empowered to audit and 
report on under any other law. A copy of every such audited account and any report of 
the Principal Auditor thereon is required to be laid before the Gibraltar Parliament. 
 
1.1.3 The Principal Auditor is also required to audit the accounts of a number of other 
bodies, such as those of statutory authorities and government agencies, and to report 
thereon in accordance with the relevant legislation. He also has a statutory obligation to 
audit liquidators’ accounts in respect of companies in compulsory liquidation, official 
trustee accounts of debtors adjudged bankrupt and, by agreement, audits a number of 
other accounts. 
 
Audit Evidence 
 
1.2.1 The audit programme of work, decided annually by the Principal Auditor, is 
designed to provide sufficient and appropriate audit evidence in order to offer a 
reasonable basis for an opinion to be given on the general accuracy and regularity of the 
Government’s financial and accounting transactions. Given the significant volume and 
diversity of these transactions such evidence is obtained by applying selective and 
sampling procedures. In deciding the level of selective testing and sample sizes, account 
is taken of the results of in-depth reviews designed to identify possible areas of 
weakness and/or risk and also on the degree to which reliance and assurance can be 
placed on Treasury, departmental accounting practices and internal control systems. 
 
Reporting Process 
 
1.3.1 The Principal Auditor has discretion as to the form and content of his annual 
report on the public accounts of Gibraltar. However, he generally restricts himself to 
reporting matters that he considers significant and/or constitute an actual or potential 
loss of public resources, a lack of financial control, an impairment of accountability and 
a breach of, or non-compliance with, legislative or other requirements. He does not 
generally report errors or deficiencies that, in his opinion, have been, or are being, 
satisfactorily rectified, except where deficiencies have resulted in a loss to the public 
purse. Departments covered in this report are not the only departments that have been 
subjected to audit examination since the last report. 
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PART ONE 
 
1.3.2 Audit views, advice, recommendations and other observations contained in the 
report on the annual accounts are discussed with Controlling Officers and Receivers of 
Revenue who are requested for their views and comments. Where appropriate, 
responses from auditees are summarised for inclusion in the annual report. 
 
Value for Money Audit 
 
1.4.1 Value for Money (VFM) examinations assess the extent to which government 
departments and other public bodies have employed their resources; whether financial, 
human or material; in the performance of their functions and activities. VFM audits 
principally provide independent information, advice and assurance concerning 
economy, efficiency and effectiveness in the major fields of revenue, expenditure and 
the management of resources, including the evaluation of service quality and the 
measurement of performance. VFM reviews also highlight appropriate means of 
securing improvements in financial control and value for money, and encourage, 
support and assist audited bodies in taking proper action where improvements are 
shown to be necessary and cost effective in order to enhance accountability. 
 
1.4.2 Although the Principal Auditor does not yet have specific statutory authority to 
carry out VFM examinations he has been doing so, with the support of the Government, 
since 1992. VFM reviews do not question the merits of policy objectives. However, the 
means by which policy objectives are pursued, the implementation arrangements and 
controls, the costs incurred and the results achieved are all legitimate subjects for VFM 
examinations. 
 
1.4.3 The Principal Auditor reports both good practice and management deficiencies. 
The selection of topics for investigation is based on a systematic review of government 
spending with particular attention given to areas where the largest resources are 
involved, where VFM is judged most at risk and where there are greater opportunities to 
enhance performance. All studies undertaken as part of the VFM programme should 
have a lasting benefit to the audited body through improved service delivery, financial 
savings and/or improved governance. 
 
1.4.4 Draft VFM reports are discussed with the audited body concerned with a view to 
identify any fundamental differences of opinion on the main facts and conclusions to 
ensure accuracy and completeness as well as a balanced and fair presentation. Reports 
do incorporate responses received to the main issues raised. 
 
1.4.5 Audit work on VFM exercises conducted so far has generally shown to have a 
positive and valuable effect on departments and other public bodies, by providing them 
with a greater awareness regarding areas covered by the audit programme of VFM 
studies and from improvements made to systems and procedures on the specific areas 
examined. 
 
1.4.6 Two VFM reviews and four follow-up reviews were completed since the audit 
report on the annual accounts for the financial year 2010-11 was published. A summary 
of the main findings and recommendations is presented in Part 5 of this report. 
 
1.4.7 The Principal Auditor is committed to continue developing VFM reviews given 
that VFM examinations play a crucial role in providing an independent assessment on 
whether government departments and other public entities are spending taxpayers’ 
money economically, efficiently and effectively. 
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PART TWO  ANNUAL ACCOUNTS 
STATEMENTS 

 
 
General  
 
2.1.1 Section 52 of the Public Finance (Control and Audit) Act requires the 
Accountant General within a period of 9 months, or such longer period as shall be 
allowed, after the close of each financial year to sign and transmit to the Principal 
Auditor accounts showing fully the financial position of the Government of Gibraltar at 
the end of such financial year. Pursuant to Section 52, the public accounts of Gibraltar 
for the financial year ended 31 March 2012 were submitted to me on 20 December 
2012. I finalised my report on these accounts on 30 April 2013. Information that I 
received, which might be relevant to my report, after 30 April 2013 but before the date I 
certified the public accounts of Gibraltar for the financial year ended 31 March 2012 has 
not been included in my report. 
 
Statement of Assets and Liabilities 
 
2.2.1 The statement of Assets and Liabilities, prepared as part of the public accounts 
of Gibraltar, does not reflect a large number of government assets, as the government 
accounting system is maintained on a cash basis.  Assets not shown include government 
housing and buildings, vehicles, debtors, as well as shareholding in government-owned 
companies and joint venture companies. Liabilities, such as sundry creditors are 
similarly not shown in the Statement.  
 
2.2.2 The statement of Assets and Liabilities therefore represents only year-end cash 
assets and liabilities. A note to this effect appears in the statement of Assets and 
Liabilities in the Annual Accounts.  
 
Consolidated Fund 
 
2.3.1 General - The Consolidated Fund consists of all revenues and other moneys 
raised or received for the purposes of the Government of Gibraltar, except revenues or 
other moneys that are payable by or under any law into some other fund. All 
expenditure from the Consolidated Fund must be authorised by an appropriation law or 
by the Gibraltar Constitution or any other law in force in Gibraltar.   
 
2.3.2 The Consolidated Fund balance on 31 March 2012 stood at £213.46m, compared 
to £324.68m on 31 March 2011, an original estimate of £257.72m and a forecast outturn 
of £212.93m. 
 
2.3.3 Consolidated Fund – Revenue - Recurrent revenue income during the financial 
year 2011-12 was £454.56m, compared to an original estimate of £393.70m, a forecast 
outturn of £452.31m and an increase of £71.89m (18.8%) compared to the previous 
year’s recurrent revenue yield of £382.67m.  The year-on-year rise was due to increases 
in receipts mainly from Company Tax £28.29m, Import Duties £26.06m, Income Tax 
£9.55m, General Rates and Salt Water Charges £5.93m, Group Practice Medical 
Scheme £1.72m, Sale of Electricity to Consumers £0.82m and Services provided to the 
MOD by the Gibraltar Health Authority £0.66m.  On the other hand, there was a year-
on-year decrease in Consolidated Fund Interest £3.45m and Savings Bank Revenue 
Account – Surplus £1.29m. 
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PART TWO 
 
 
2.3.4 On 31 March 2012 there was a loss on foreign exchange rates on the Euro 
accounts amounting to £1.37m. 
 
2.3.5 I hereunder provide the explanations received from Receivers of Revenue for the 
major variances between original estimates and actual revenue during the financial year 
2011-12: -  
 
Head 1 – Income Taxes 
Subhead 1 – Income Tax 
 
Original Estimate - £122,500,000                    Actual Revenue - £132,095,110 
 
In her reply, the acting Commissioner of Income Tax stated that the increase in receipts 
was attributable to the following: 

• an increase in the annual average earnings; 

• an increase in the number of employee jobs in the local labour market; 

• continued progress made by the Income Tax Office in ensuring the timely payment 
of current PAYE by employers; and 

• payments on account received from self-employed individuals in accordance with 
the provisions of the Income Tax Act, 2010. 

 
Head 1 – Income Taxes 
Subhead 2 – Company Tax 
 
Original Estimate - £30,000,000                    Actual Revenue - £57,305,746 
 
The acting Commissioner of Income Tax explained that although there had been a 
significant increase in the corporate tax yield for the financial year 2011-12, it was not 
possible to either state or comment on the “true” variance in the tax yield, other than by 
attributing elements of the variance to the following: 

• an underestimation of collections, given the uncertainty of the future collection 
trend in respect of corporation taxes; 

• the provisions of the Income Tax Act, 2010 allowing for the widening of the tax 
base to include companies that were previously outside the scope of local taxation; 
and 

• the full implementation of the advanced payment mechanism, whereby companies 
are required to pay an estimate of their future liability prior to filing their returns. 

 
Head 2 – Duties, Taxes and Other Receipts 
Subhead 1 – Import Duties 
 
Original Estimate - £92,000,000                    Actual Revenue - £116,623,242 
 
The Collector of Customs explained that the 2011-12 estimate submission was based on 
the 2010 collections assuming an equal level of activity and at the then current rates of 
import duty. However, import duty rates on tobacco and cigarettes were increased in 
April 2011. In addition, the Collector emphasised that there had been an increase in the 
volume of cigarettes imported. 
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PART TWO 
 
Head 3 – Gambling Fees, Taxes and Lottery 
Subhead 4 – Government Lottery - Surplus 
 
Original Estimate - £1,000                                Actual Revenue - £846,478 
 
The Accountant General explained that due to the wide variations in annual surpluses, 
the £1,000 is a token amount provided in the approved estimates, and the transfer of any 
surplus is performed at the end of the financial year. 
 
Head 4 – Rates and Rents 
Subhead 1 – General Rates and Salt Water Charges 
 
Original Estimate - £21,800,000                    Actual Revenue - £21,297,257 
 
In her reply, the Accountant General stated that the variance is mainly attributable to a 
shortfall in collections during the financial year compared to the estimate submission. 
 
Head 6 – Government Earnings 
Subhead 1 – Interest - Consolidated Fund 
 
Original Estimate - £4,200,000                    Actual Revenue - £543,362 
 
The Accountant General informed me that the variance is the result of Government’s 
decision not to charge the fee payable by the Government-owned companies on account 
of the advances made during the year from the Consolidated Fund, as in previous years. 
 
Head 6 – Government Earnings 
Subhead 7 – Other Fees and Receipts - Other Reimbursements 
 
Original Estimate - £800,000                                 Actual Revenue - £1,227,469 
 
The Accountant General explained that the increase was mainly attributable to the 
following unbudgeted receipts: 

• adjustments of the payment of social insurance contributions made by companies 
during a number of years erroneously credited to Income Tax and Company Tax 
amounting to nearly £0.34m; and 

• the recovery of overpayments made over a five year period to an agent of the 
Government amounting to almost £0.17m. 

 
Head 6 – Government Earnings 
Subhead 9 – Savings Bank Revenue Account - Surplus 
 
Original Estimate - £559,000                                Actual Revenue - £Nil 
 
In her reply the Accountant General informed me that, notwithstanding that the Savings 
Bank Reserve Account balance stood at £0.73m on 31 March 2012, it was decided not 
to transfer the surplus to the Consolidated Fund Revenue. 
 
2.3.6 Consolidated Fund – Expenditure - Recurrent expenditure for 2011-12 stood at 
£392.04m, compared to an original estimate of £372.19m, a forecast outturn of 
£421.06m and an increase of £40.14m (11.4%) compared against the previous year’s 
recurrent expenditure of £351.90m. 
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PART TWO 
 
2.3.7 Consolidated Fund – Expenditure – Consolidated Fund Contributions - The 
Contribution to the Improvement and Development Fund during the financial year 
2011-12 was £181.50m, compared to the previous year’s expenditure of £92.50m.  In 
addition, there was a Contribution to Wholly-owned Government Companies of 
£28.30m. 
 
2.3.8 I hereunder draw attention to the reasons provided by Controlling Officers 
regarding variances between the original estimates and the actual expenditure for the 
financial year 2011-12, which in my opinion warrant an explanation: - 
 
Head 03 – Pensions 
Subhead 1 – Pensions 
 
Original Estimate - £20,000,000                                   Actual Expenditure - £21,468,780 
 
The Accountant General informed me that the variance partly arose due to the fact that 
Treasury’s estimate submission of £20.70m was subsequently reduced to £20.00m. She 
explained that the remaining variance was attributable to the following: 

• the difference between the estimate, calculated using the guaranteed minimum of 
2%, and the actual annual increase in pensions effective from 1 July 2011 of 3.8%; 
and 

• officers who retired during the financial year who, although were eligible to retire, 
were not included in the estimates submission, as they had not expressed an 
intention to retire. 

 
Head 04 – Employer’s Contributions 
Subhead 1 – Social Insurance 
 
Original Estimate - £3,800,000                                     Actual Expenditure - £3,289,022 
 
The Accountant General explained that the variance was mainly due to Treasury’s 
estimate submission being over-stated, as it had been calculated using an average of the 
previous financial year’s actual spend and did not take into account the number of 
employees having transferred from the Government payroll to Government Agencies, 
Authorities and Companies. 
 
Head 05 – Public Debt Charges 
Subhead 2 – Government Debentures - Interest 
 
Original Estimate - £10,000,000                                   Actual Expenditure - £11,982,011 
 
The Accountant General informed me that the variance was attributable to an increased 
demand in new debenture issues, particularly those paying interest at the rate of 5 per 
cent per annum. 
 
Head 07 – Revenue Repayments 
Subhead 1 – Repayment of Revenue 
 
Original Estimate - £5,000,000                                      Actual Expenditure - £5,757,442 
 
In her reply, the Accountant General explained that the expenditure was mainly due to 
an excess of refunds paid out during the financial year in respect of tax overpaid by 
individuals amounting to £5.42m and companies totalling £0.15m. In addition, the 
Income Tax Office effected numerous adjustments amounting to £0.13m in respect of 
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PART TWO 
 
the GPMS element of collections credited to Social Insurance Contributions instead of 
Income Tax. 
 
Head 1A – Education 
Subhead 2 Other Charges – 4 Scholarships (a) Mandatory 
 
Original Estimate - £4,707,000                                   Actual Expenditure - £5,642,719 
 
The Director of Education explained to me that the variance was mainly as a result of an 
increase by forty in the number of students receiving a Government scholarship in 
September 2011 compared to the number estimated and an unbudgeted increase of 6% 
in the maintenance grant as from September 2011. 
 
Head 5A – Family and Community Affairs 
Subhead 2 Other Charges – 5 Contribution to Statutory Benefits Fund 
 
Original Estimate - £7,500,000                                   Actual Expenditure - £10,000,000 
 
The Financial Secretary informed me that the increase was an additional contribution to 
the Statutory Benefits Fund that was agreed by the Government in view of the increased 
level of net expenditure of the Statutory Benefits Fund. 
 
Head 5A – Family and Community Affairs 
Subhead 2 Other Charges – 6 Contributions from the Consolidated Fund to the Care 
Agency (b) Additional Contribution 
 
 
Original Estimate - £16,216,000                                   Actual Expenditure - £16,971,000 
 
The Principal Secretary, Family, Youth and Community Affairs informed me that the 
variance was mainly as a result of an increase in payroll related costs. 
 
Head 6F – Broadcasting 
Subhead 2 Other Charges – 1 Contribution to Gibraltar Broadcasting Corporation 
 
Original Estimate - £2,000,000                                     Actual Expenditure - £2,597,737 
 
The Principal Secretary (Ministry of Education, Financial Services, Gaming, 
Telecommunications and Justice) informed me that the approved estimate did not 
include financial provision to cover an approved increase in payroll, two annual pay 
increases, the cost of the 2011 General Election, the deficit incurred in the financial year 
2010-11 and the operating shortfall during the financial year 2011-12. 
 
Head 6G – Utilities 
Subhead 2 Other Charges – 1 Contributions from the Consolidated Fund to the Gibraltar 
Electricity Authority (c) Additional Contribution 
 
Original Estimate - £9,056,000                                     Actual Expenditure - £14,870,000 
 
The Financial Secretary explained that the variance was mainly attributable to an 
increase in fuel costs of £5.09m. 
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PART TWO 
 
Head 7A – Health 
Subhead 2 Other Charges – 1 Contributions from the Consolidated Fund to the Gibraltar 
Health Authority (b) Additional Contribution 
 
Original Estimate - £28,469,000                                   Actual Expenditure - £35,742,000 
 
In her reply the Accountant General informed me that, based on the information 
supplied by the Gibraltar Health Authority, the additional contribution was mainly 
attributable to cover for increased spending in pay-related costs, relief cover and 
additional expenditure on prescribed drugs, medical departments and sponsored 
patients. 
 
Head 7B – Civil Contingency 
Subhead 2 Other Charges – 1 Civil Contingency Planning 
 
Original Estimate - £134,000                                       Actual Expenditure - £579,911 
 
The Accountant General explained to me that the variance was due to the following: 

• the acquisition of equipment and stock of foam concentrate for the Fire Brigade; 
and 

• the relocation costs of Mediterranean Hotel residents and expenses related to the 
safety and security of the Mediterranean Hotel. 

 
Notwithstanding the Accountant General’s reply, I asked the Financial Secretary, who 
had approved the expenditure, why capital expenditure in the sum of £0.18m in 
connection with the purchase of a portable fire pump and a trailer mounted monitor, in 
addition to the element of the shipping costs amounting to just over £5,400, had been 
charged to the Consolidated Fund.  
 
The Financial Secretary explained to me that it was decided at the time that, as this was 
an exceptional expenditure related to Civil Contingency, both the foam concentrate and 
the related equipment should be charged to the Civil Contingency vote in the 
Consolidated Fund. However, he agreed with my recommendation that an appropriate 
note be inserted in the relevant page in the annual accounts. 
 
Head 17 – Consolidated Fund Contributions 
Subhead 2 Contribution to Wholly-Owned Government Companies 
 
Original Estimate - £Nil                                                Actual Expenditure - £28,300,000 
 
The Financial Secretary explained to me that the contribution amounting to £28.3m was 
to cover the recurrent expenditure deficits incurred over a number of years by a number 
of Government-owned companies. 
 
Consolidated Fund - Unauthorised Expenditure 
 
2.4.1 All Consolidated Fund expenditure in the financial year 2011-12 was covered by 
appropriation as required under Section 69 of the Constitution of Gibraltar. 
 
Consolidated Fund - Unauthorised Use of Savings 
 
2.5.1 There was no unauthorised use of savings in the financial year 2011-12. 
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PART TWO 
 
Improvement and Development Fund 
 
2.6.1 General - The Improvement and Development Fund (I&DF) ended the financial 
year 2011-12 with a balance of £0.50m, compared to an original estimate of £0.75m, a 
forecast outturn of £0.17m and the previous year’s balance of £3.51m. 
 
2.6.2 Revenue - The revenue of the I&DF for 2011-12 was £186.86m, compared to an 
original estimate of £96.30m, a forecast outturn of £186.21m and the previous year’s 
revenue of £104.77m.  
 
2.6.3 I obtained explanations from Receivers of Revenue for the larger variances 
between original estimates and actual revenue for the financial year 2011-12 and 
hereunder highlight the explanations provided to me: - 
 
Head 101 – Contribution and Loans 
Subhead 1 – Contribution from Consolidated Fund - Reserve 
 
Original Estimate - £86,000,000                               Actual Revenue - £181,500,000 
  
The Financial Secretary explained that the additional funding received from the 
Consolidated Fund was to offset the excess capital expenditure incurred during the 
financial year 2011-12 and the shortfall in capital revenue from Land and Building 
Sales and Leases. 
 
Head 102 – Sale of Government Properties and Other Premia 
Subhead 1 – Land and Building Sales and Leases 
 
Original Estimate - £10,000,000                               Actual Revenue - £1,432,203 
  
The Financial Secretary stated that property sales envisaged did not materialise resulting 
in lower than anticipated revenue collections. 
 
Head 104 – Reimbursements 
Subhead  6 – Receipts in connection with the transfer of MOD Electricity Undertaking 
 
Original Estimate - £Nil                                           Actual Revenue - £616,000 
  
The Financial Secretary informed me that the MOD made a payment during the 
financial year 2011-12 in accordance with the provisions of an agreement between the 
MOD and the Government relating to the upgrade of the MOD electricity network on 
transfer of the MOD electricity generation and HV distribution undertaking to the 
Government. 
 
Head 104 – Reimbursements 
Subhead 7 – Tunnel Project - Contract Performance Bond Receipts 
 
Original Estimate - £Nil                                           Actual Revenue - £3,023,107 
  
In his reply, the Financial Secretary explained that the monies received relate to a 
performance bond, which became due to the Government consequent to the construction 
company undertaking the tunnel project being in breach of its obligations under the 
contract. 
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PART TWO 
 
2.6.4 Expenditure - The expenditure of the I&DF for the financial year 2011-12 was 
£189.87m, compared to an original estimate of £95.89m, a forecast outturn of £189.55m 
and the previous year’s expenditure of £127.49m. 
 
2.6.5 I hereunder detail the reasons provided to me by Controlling Officers on the 
variances between the original estimates and the actual expenditure for the financial 
year 2011-12 that I considered of major significance: - 
 
Head 101 – Departmental   
Subhead 1 Works and Equipment – (b) Housing Works and Repairs 
 
Original Estimate - £2,000,000                 Actual Expenditure - £3,870,589 
 
The acting Principal Housing Officer explained that part of the variance related to an 
additional project approved during early 2012 at a cost of nearly £0.80m. In addition, 
the acting Principal Housing Officer informed me that the variance was also partly due 
to another major project amounting to £0.80m, which was managed centrally but 
charged to the Housing subhead. 
 
Head 101 – Departmental   
Subhead 1 Works and Equipment – (d) Other Departments, Agencies and Authorities 
 
Original Estimate - £2,250,000                 Actual Expenditure - £3,505,528 
 
The Financial Secretary informed me that the above-mentioned subhead was subdivided 
into twenty two components for the various departments, agencies and authorities that, 
up to the financial year 2010-11 had mostly been shown as individual subheads. No 
apportionment was provided in the approved budget, which was significantly less than 
the individual budget allocations provided for in the previous year. The Financial 
Secretary explained that taking the prior year’s budget allocation as a yardstick, the 
variance can be attributed directly to expenditure incurred in the Improvement to IT 
Infrastructure – EU ERDF (£0.54m), the Gibraltar Regulatory Authority (£0.50m) and 
the newly formed Housing Works Agency (£0.41m). 
 
Head 102 – Projects 
Subhead 1 Beautification Projects – (c) Beautification of Europa Point 
 
Original Estimate - £1,224,000                 Actual Expenditure - £2,661,567 
 
The project consultant through the Principal Secretary, Ministry of Education, Financial 
Services, Gaming, Telecommunications and Justice, explained to me that the reason for 
the variance was mainly as a result of a large number of major variations made during 
the period of the Europa Point project, which he described to me in detail. 
 
Head 102 – Projects   
Subhead 2 – New Roads and Parking Projects (a)(i) Tunnels and Roads to North Front 
 
Original Estimate - £14,000,000                 Actual Expenditure - £8,628,542 
 
The Financial Secretary informed me that the variance was largely due to the fact that 
works were halted, as a result of a contractual dispute with the contractors. 
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PART TWO 
 
Head 102 – Projects   
Subhead 3 – Relocation Costs (a) MOD 
 
Original Estimate - £3,750,000                 Actual Expenditure - £2,252,414 
 
Head 102 – Projects 
Subhead 3 – Relocation Costs (b) Other 
 
Original Estimate - £3,500,000                                     Actual Expenditure - £4,874,157 
 
The Financial Secretary explained that estimates for both relocation costs subheads are 
difficult to quantify, as expenditure is generally driven by decisions as and when these 
arise and hence is difficult to project.  
 
Head 102 – Projects 
Subhead 4 – Reclamation Projects 
 
Original Estimate - £4,000,000                            Actual Expenditure - £5,238,731 
 
The Chief Executive, Technical Services explained to me that the eastside reclamation 
project was led by a company on behalf of the Government and although the estimated 
project cost was set at nearly £7.09m, the approved budget was £4.00m. The Financial 
Secretary subsequently confirmed to me that the £4.00m approved budget allocation 
was established on the basis of it being a reasonable provision for the expenditure to be 
incurred during the financial year 2011-12. 
 
Head 102 – Projects 
Subhead 5 – Other Projects (c) New Airport Terminal Building 
 
Original Estimate - £14,000,000                            Actual Expenditure - £37,960,050 
 
In his reply, the Financial Secretary stated that the vast variance was due to the fact that 
there was a concerted effort to complete the project within a scheduled period. 
 
Head 102 – Projects 
Subhead 5 – Other Projects (e) Law Courts 
 
Original Estimate - £4,000,000                            Actual Expenditure - £8,109,295 
 
The Private Secretary (Projects) to the Chief Minister explained that the main reason for 
the variance was that the approved budget was £3.00m less than the project budget 
submission and, in addition, a number of major variations were made to the contract, 
which were not originally envisaged as part of the contract. 
 
Head 102 – Projects 
Subhead 5 – Other Projects (g) Upgrade of Playgrounds 
 
Original Estimate - £700,000                                     Actual Expenditure - £1,659,115 
 
The Chief Executive, Gibraltar Sports and Leisure Authority informed me that the main 
reason for the expenditure going over the approved budget was that more playgrounds 
than originally envisaged were approved during the financial year. 
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Head 102 – Projects 
Subhead 5 – Other Projects (h) Old St Bernard’s Hospital Demolition and Conversion 
Works 
 
Original Estimate - £1,000,000                                     Actual Expenditure - £2,429,848 
 
The Private Secretary (Projects) to the Chief Minister explained that notwithstanding 
the fact that in this particular project the approved budget was nearly £3.88m less than 
the budget submission, an element of the proposed works was cancelled during the 
financial year. 
 
Head 102 – Projects 
Subhead 5 – Other Projects (i) Old Naval Hospital Conversion and Refurbishment 
Works 
 
Original Estimate - £8,000,000                                     Actual Expenditure - £9,910,654 
 
The Private Secretary (Projects) to the Chief Minister informed me that in this particular 
project the approved budget was nearly £1.93m less than the budget submission, which 
almost matched the variance. 
 
Head 102 – Projects 
Subhead 5 – Other Projects (s) New School Buildings 
 
Original Estimate - £1,500,000                                     Actual Expenditure - £2,644,694 
 
In his reply, the Private Secretary (Projects) to the Chief Minister explained that the 
variance was attributable to an additional project, which involved an extension to a 
school completed during the 2011 summer school recess at a value of around £1.34m. 
 
Head 102 – Projects 
Subhead 5 – Other Projects (z)(a) Varyl Begg Estate 
 
Original Estimate - £Nil                                               Actual Expenditure - £1,361,703 
 
The Private Secretary (Projects) to the Chief Minister explained that no allowance was 
made for the beautification and landscaping project of Varyl Begg Estate for the 
financial year 2011-12, although he received Government approval to proceed and 
financial approval granted during the financial year in question. 
 
Head 102 – Projects 
Subhead 6 – Equity Funding - Gibraltar Investment (Holdings) Ltd 
 
Original Estimate - £15,000,000                            Actual Expenditure - £72,000,000 
 
The Financial Secretary explained to me that the excess expenditure was to clear the 
capital expenditure incurred by the various wholly-owned Government companies to the 
extent that these were not funded from the companies’ own source of finance, such as 
asset sales. These expenditures were being funded by way of temporary advances from 
the Consolidated Fund and it was decided to clear these advances in full. 
 
2.6.6 Review of Improvement and Development Fund Expenditure (I&DF) 2011-12 - 
A review of I&DF expenditure for the financial year 2011-12 was carried out. The 
majority of the expenditure during the financial year was in respect of contracted works 
on various projects, which were, in the greater part of cases, channelled through the 
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correct Government tender process. Expenditure, which was not, were on-going major 
works, which were channelled through Gibraltar Land Reclamation Company Limited, 
i.e. the airport terminal building; part of the revetments and promenades; and the 
relocation costs (MOD and Other).  I, therefore, concentrated on those projects, or part 
thereof, which in my view should have proceeded through the Government Procurement 
Office, including the fitting of the new airport terminal building. The sample selection 
revealed a number of uncertainties, which I set out hereunder: 
 
Head 101 – Departmental   
Subhead 1 Works and Equipment – (d) Other Departments, Agencies and Authorities 
 
Original Estimate - £2,250,000                                  Actual Expenditure - £3,505,528 
 
Gibraltar Culture and Heritage Authority 
 
Within this subhead, the Gibraltar Culture and Heritage Authority (GCHA) contracted a 
Government-owned company to undertake works at the Central Hall at a cost of 
£39,889 dispensing with the correct tender procedures and only one company was 
approached. In addition to this amount, a further sum amounting to £8,360 in 
connection with the balance payments of works commenced during the previous 
financial year at the Central Hall and at Casemates Galleries, had not been granted 
authority by the Financial Secretary for the expenditure to be incurred, despite the fact 
that the Financial Secretary was the controlling officer of the subhead. 
 
Gibraltar Health Authority 
 
A payment of £14,896 was effected to an IT supplier in December 2011 in respect of IT 
equipment for various Gibraltar Health Authority departments. The purchase did not 
pass through the Government tender process, as part of the order amounting to £4,882 
was required urgently and no selective tender process was carried out, whilst a selective 
tender from two suppliers was conducted for the remainder of the order amounting to 
£10,014. I informed the Financial Secretary that I considered that the order should have 
been passed through the Government Procurement Office. 
 
A payment amounting to £9,800 was made to an electrical company in March 2012 for 
electrical infrastructure and installation works carried out at the Primary Care Centre, 
which was not passed through the Government Procurement Office. The company was 
selected on the basis that they had been used before for other works and it was the only 
electrical company on the Government Approved List of Contractors. However, the 
company was not found in the Government Approved List of Contractors for the period 
in question. I explained to the Financial Secretary that I was of the view that these 
works should have passed through the Government Procurement Office. 
 
A payment amounting to £140,524 was made in March 2012 in respect of equipment 
purchased for the Pathology Department, which was not directed through the 
Government Procurement Office but instead the Pathology Services Manager carried 
out a selective tender by approaching all the equipment service providers used by the 
Pathology Department. Fifteen of the seventeen articles purchased exceeded the 
Government tender threshold, of which two exceeded £50,000 each. The Pathology 
Services Manager had previously explained to the auditor that the department was 
completely autonomous in terms of ordering and receiving goods in order to meet the 
established “quick turnaround” criteria. However, he did state that purchases of over 
£97,000 were channelled through the Government Procurement Office, which I 
assumed must have been an old EU tender threshold. Notwithstanding the Pathology 
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Services Manager’s mistaken understanding of the tender threshold levels and 
procedures, I informed the Financial Secretary that, in this particular case the purchase 
should have proceeded through the Government Procurement Office. 
 
Gibraltar Port Authority 
 
The former Director of Maritime Affairs directly contracted a company to create the 
Gibraltar Port Authority website at a cost of £72,620. No tender process was carried out, 
despite the fact that it exceeded the Government tender threshold for the performance of 
services and not even a selective tender process was held. When questioned why he did 
not abide by tender procedures the former Director of Maritime Affairs explained that it 
was done because of the sensitivity of certain aspects of the website activity but he did 
not recall what they were. He further informed me to direct any further questions on the 
matter to the Gibraltar Port Authority. However, when the Port VTS Manager was 
questioned he recalled that the decision to select the company was made before they 
were brought into the project and were totally unaware of the sensitive issues 
mentioned, even questioning the merits of the sensitivity.  I explained to the Financial 
Secretary that, from email correspondence, he had granted verbal consent for the 
expenditure to be incurred without being channelled through the Government 
Procurement Office.  
 
Head 101 – Departmental   
Subhead 1 Works and Equipment – (g) Royal Gibraltar Police - Launches 
 
Original Estimate - £Nil                       Actual Expenditure - £502,507 
 
Authority was granted by the Financial Secretary in December 2011 for the 
Commissioner of Police to forgo Government tender procedures in order to acquire two 
fast interceptor launches, on the basis that they were urgently required, partly due to an 
accident the previous month of one of the two operational fast interceptor launches at 
the disposal of the police, and as a result that the Commissioner had found two vessels 
that met all the required specifications and were fully equipped for the type of specialist 
work needed. However, I expressed to the Financial Secretary that in my opinion proper 
professional technical advice should have been sought in view of the huge expenditure 
incurred. 
 
Head 101 – Departmental   
Subhead 2 Public Administration – (a) Government Buildings, Furniture, Vehicles and 
Equipment 
 
Original Estimate - £700,000                       Actual Expenditure - £1,447,157 
 
The Financial Secretary granted authority on 5 September 2011 for the Commissioner 
of Police to dispense with Government tender procedures in order to purchase a fleet of 
police vehicles on the understanding that the Commissioner had carried out an internal 
selective tendering process and on the basis that the preferred local vehicle dealer had 
been, it appears from correspondence from the police, the most economical, together 
with the fact that the vehicles fully met the specifications required by the police. The 
cost of the vehicles was £138,840. However, I pointed out to the Financial Secretary 
that I was of the view that a proper tender process could have been carried out, since in 
this case time did not appear to have been the factor, as part of the fleet of vehicles was 
received by the police during early November 2011 and the remainder during late 
January 2012. 
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Head 101 – Departmental 
Subhead 2 Public Administration – (b) Government Computerisation Programme 
 
Original Estimate - £400,000                                  Actual Expenditure - £475,934 
 
I informed the Financial Secretary that I had asked the Director, Information 
Technology and Logistics whether he had passed the under-mentioned purchases and 
services through the Government tender process: 

• IT equipment amounting to £3,194 in November 2011 and £17,804 in March 2012; 

• computers amounting to £7,480 in November 2011 and £5,750 in March 2012; 

• IT cabling works amounting to £16,563 in February 2012; 

• iPads, iPhones and iMacs at a total cost of £25,706 in February 2012; and 

• the installation, migration and knowledge transfer of hardware to the primary and 
secondary data centres amounting to £218,712 in March 2012. 

 
In the case of the installation, migration and knowledge transfer of hardware to the 
primary and secondary data centres, the Director, Information Technology and Logistics 
submitted to me a copy of the submission to the Government for the project and 
evidence of a selective tender process carried out, together with the Government’s 
approval to proceed with the expenditure. The total project cost was £481,558 but since 
ERDF funding amounting to £299,000 had been approved, the net cost would be 
£182,558. However, notwithstanding the Government’s approval for the expenditure to 
be incurred, the total sum exceeded the EU tender threshold for services of £113,057 
and the three companies approached were from outside Gibraltar. I informed the 
Financial Secretary I was, therefore, of the opinion that this service should have gone 
through the EU tender process. 
 
On the remainder of the expenditure incurred regarding IT equipment and cabling 
works, the Director explained that computer equipment is almost always purchased 
from companies in the Government Approved List of IT Hardware Suppliers. Due to the 
exigencies of the Government services the Information Technology and Logistics 
Department (IT&L) provide, it is, more often than not, necessary to purchase IT 
equipment at very short notice, and hence practically impossible to adhere to the tender 
process, that is why the aforementioned suppliers list was created. When time permits, 
quotes are requested from the suppliers in the approved list. He further stated that 
specialised equipment is often required to be purchased overseas and some specialised 
jobs were carried out by only one company. 
 
Head 102 – Projects 
Subhead 5 Other Projects – (c) New Airport Terminal Building 
 
Original Estimate - £14,000,000                               Actual Expenditure - £37,960,050 
 
I submitted to the Financial Secretary a breakdown of expenditure incurred in the new 
airport terminal building during financial year 2011-12 in connection with advertising 
hardware, furniture and fittings, photographic work, IT consultancy and equipment and 
luggage trolleys totalling £2.63m for the new airport terminal building. Since this 
expenditure was channelled through Gibraltar Land Reclamation Company Limited, I 
asked the Financial Secretary whether the expenditure passed through the government 
tender process and if not, what sort of tender process was carried out. 
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Head 102 – Projects 
Subhead 5 Other Projects – (e) Law Courts 
 
Original Estimate - £4,000,000                                 Actual Expenditure - £8,109,295 
 
I explained to the Financial Secretary that IT equipment purchased for the new law 
courts amounting to £78,279 did not pass through the Government Procurement Office. 
However, a selective tender process was carried out, on the erroneous assumption that 
individual items did not exceed the extant Government tender threshold, when there 
were a vast number of articles where each item cost over £1,000 and, in any case, the 
cost of the total quantity was vastly over the £2,000 threshold. I asked the Financial 
Secretary whether he had authorised the purchase of these articles to forgo the 
Government tender process. 
 
Head 102 – Projects 
Subhead 5 Other Projects – (y) Boat Moorings 
 
Original Estimate - £Nil                                             Actual Expenditure - £52,969 
 
I informed the Financial Secretary that the contract for a number of geotechnical and 
wave studies in connection with the creation of a mooring facility for small boats was 
directly awarded to a company for the sum of £48,081 and that I was informed by the 
Principal Secretary (Ministry of Education, Financial Services, Gaming, 
Telecommunications and Justice) that the tender for this service was not channelled 
through the Government Procurement Office because, in their view, the contract sum 
did not exceed the EU tender threshold on public procurement, i.e. £113,057; the 
service offered by this company was very specialised and not available in Gibraltar; and 
this company was already engaged by the Government on other works and had 
significant experience and tacit knowledge of the work that was required to be 
undertaken. I explained to the Financial Secretary that despite the fact that the 
assumption that there was no need to conduct an EU tender was correct, the 
Government tender threshold for the performance of services limits the costs to £3,000 
and hence, tendering for this service should have been carried out by the Government 
Procurement Office, notwithstanding that there were no companies in Gibraltar 
qualified to perform the service. I again asked the Financial Secretary whether authority 
was granted for this contract to forgo Government tender procedures. 
 
General 
 
2.6.7 In my submission to the Financial Secretary I explained that the sample review 
established that there were a vast number of articles purchased; services contracted; and 
works carried out of a very low value but, which exceeded the corresponding 
established tender thresholds and had not been channelled through the Government 
Procurement Office. I informed him that I considered the existing tender thresholds 
should be reviewed, as I was of the view that most, if not all cases, which by-pass the 
tender procedures are precisely because of the vast number of low value costs of 
articles, services and works required that are considered too low for the inconvenience 
of proceeding through the Government Procurement Office and, in its place, internal 
selective tendering is carried out. 
 
2.6.8 I also mentioned to the Financial Secretary that I was of the opinion that a 
number of departments, agencies and authorities were applying, incorrectly, the basis of 
the EU tender thresholds in place of government tender thresholds and hence the 
difference between each policy needs to be clearly explained. 
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2.6.9 I drew the Financial Secretary’s attention to the fact that there were a number of 
departments, agencies and authorities who required specialist services, which are 
provided locally by, in most cases, only one company, such as for the unblocking of 
drainage systems. Hence, departments, agencies and authorities dispense with 
proceeding through the Government Procurement Office but in my view they should 
draw up service level agreements with the relevant companies, which should be 
arranged through the Government Procurement Office. 
 
2.6.10 In his reply, the Financial Secretary explained that in those cases where 
procurement by tender is required, approval for the procurement of goods and services 
outside tender procedures established via the Government Procurement Office is 
normally given in exceptional cases, such as where selective tendering by departments 
would be more appropriate due to timing issues and in cases where there may be only 
one local or overseas supplier of those goods and services required. 
 
2.6.11 The Financial Secretary agreed that the established tender thresholds needed to 
be reviewed and that internal selective tendering may be the way forward for the 
procurement of relatively low value articles, services and works. 
 
2.6.12 The Financial Secretary confirmed that he would clearly explain to government 
departments, agencies and authorities the differences between the government and EU 
tender thresholds. He further agreed to explore the possibility of the Government 
Procurement Office to liaise with government departments, agencies and authorities that 
require specialist services that are only available locally by one company in order to 
draw up service level agreements. 
 
2.6.13 Improvement and Development Fund – General - As I have commented in past 
reports, the explanations provided to me by a number of Controlling Officers seems to 
indicate that there are weaknesses in the control and management of some capital 
projects and under-allocation of funds in others. I must, once again, stress that existing 
procedures should be reassessed in order to ensure that, as far as practicable and 
possible, capital projects are completed on time, given that delays in the commencement 
and completion of works normally result in higher costs to Government. 
 
2.6.14  I also note from a number of the explanations provided to me by Controlling 
Officers and officers managing projects that the reasons given when the actual 
expenditure exceeded the approved sum allocated mainly stemmed from the fact that 
approved project sums allocated are generally less than the sums budgeted for by 
officers managing the projects. 
 
Special Funds 
 
2.7.1 Note Security Fund - The value of Gibraltar currency notes in circulation at the 
end of the financial year 2011-12 stood at £22.97m, compared with £22.56m at the end 
of March 2011, a slight increase of £0.41m (1.8%). The currency notes in circulation by 
denomination as at 31 March 2012 is shown in Figure 1 overleaf: 
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Figure 1 

Notes in Circulation Value 
  £100  Series A/AA 14,000 x £100  £1,400,000 
£50  Series A/AA 73,000 x £50  £3,650,000 
£50  Series AA 20,365 x £50  £1,018,250 
£20  Series A/AA 481,000 x £20  £9,620,000 
£20  Series AA/AB 78,344 x £20  £1,566,880 
£20  Series CCC 30,685 x £20  £613,700 
£10  Series A/AA 320,000 x £10  £3,200,000 
£10  Series AA 48,454 x £10  £484,540 
£10  Series B 29,938 x £10  £299,380 
£5  Series A/AA 57,000 x £5  £285,000 
£5  Series MM 165,545 x £5  £827,725 

       £22,965,475 
 

 
2.7.2 Figure 2 illustrates the value of Gibraltar currency notes in circulation during the 
last seven years. 

Figure 2 
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2.7.3 At the end of the financial year 2011-12, the value of the Note Security Fund 
totalling £23.37m exceeded the value of the notes in circulation amounting to £22.97m 
by £0.40m (1.7%).  
 
2.7.4 There was a payment in May 2011 amounting to £0.63m in connection with the 
remaining 70% due in respect of the printing of five hundred thousand of the £5, five 
million eight hundred thousand of the £20 and five hundred thousand of the £100 
currency notes. 
 
2.7.5 Sales of Gibraltar currency notes by the Treasury Department to collectors 
during the financial year 2011-12 were 4,040 notes valued at £111,353. The year-on-
year decrease in sales of 16,029 notes valued at £62,277 was mainly due to a marketing 

 
18



PART TWO 
 
initiative by the Treasury Department during 2011-12 to only sell currency notes to 
collectors in special packaging at a cost of £5 per note. Although a profit is made on the 
sale of each note, the total number of notes sold during the year fell given that buyers 
were discouraged from buying notes in bulk to sell themselves due to the significant 
reduction in their profit margin. 
 
2.7.6 Savings Bank Fund - The net income for the financial year ended 31 March 2012 
was £0.59m, compared to a net income of £0.39m for the previous financial year.  
Income included a contribution from the Consolidated Fund of £0.46m in respect of 
additional interest; i.e. 6% over the standard rate for non-government investments of 
2%, to meet the guaranteed 8% interest payable to Provident Trust Pension Schemes. In 
addition, there was a capital gain on the Fund’s investments amounting to £0.14m, 
compared to a capital gain on the Fund’s investments during the previous year 
amounting to £0.21m. 
 
2.7.7 On 31 March 2012, the deposits of the bank, excluding £0.11m of accrued 
interest, stood at £288.80m, a decrease of £41.28m compared to the previous year’s 
total deposits, which amounted to £330.08m.  The level of non-Government deposits at 
the end of the year 2011-12 increased by £24.17m to £99.06m compared to the balance 
held at the end of the previous year of £74.89m.  The increase of £24.17m was largely 
as a result of depositors transferring their funds from debentures issued directly by the 
Government of Gibraltar to Gibraltar Savings Bank debentures.  On the other hand, 
Government deposits on 31 March 2012 stood at £189.74m, a decrease of £65.45m 
against the balance held at the end of the previous year amounting to £255.19m. 
 
2.7.8 The Gibraltar Savings Bank (Amendment) Act, which came into operation on 24 
July 2008, provides, inter alia, for the surplus in revenues in any year to be transferred 
to the Consolidated Fund provided that the assets of the Gibraltar Savings Fund will 
thereafter be not less than the liabilities to depositors, as represented by the deposits in 
the Gibraltar Savings Bank.  The consequence of the amendment is that it is no longer 
necessary for the Gibraltar Savings Bank to maintain a reserve balance.  No transfer was 
made from the Reserve Account to the Consolidated Fund on 31 March 2012. The end-
of-year reserves as at 31 March 2012 stood at £0.73m compared to £1k at the end of the 
previous year. 
 
2.7.9 Social Assistance Fund - The sum transferred to the Social Assistance Fund 
from the Consolidated Fund in respect of Import Duty Collections during the financial 
year 2011-12 amounting to £23.56m slightly exceeded the approved estimate by £0.16m 
and the previous year’s transfer of £22.38m by £1.18m.  
 
2.7.10 Total expenditure for the financial year 2011-12 was £23.59m, £0.20m more 
than the approved estimate of £23.39m (0.9%) and £1.21m (5.4%) more than the 
previous year’s expenditure of £22.38m. The variance between the approved estimate 
and actual expenditure during the financial year 2011-12 was mainly attributable to an 
increase of £0.25m in Child Welfare Grants against the approved estimate, principally 
as a result of the introduction of the payment of this grant to the first child too as from 1 
October 2011. 
 
2.7.11 Statutory Benefits Fund - The Government made a contribution of £10.00m to 
the Statutory Benefits Fund in the financial year 2011-12, £2.50m more than the 
previous financial year. The contributions collected during the financial year 2011-12 
amounting to £18.39m increased by £0.86m (4.9%) from the previous year’s collections 
amounting to £17.53m. 
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2.7.12 There was a year-on-year total increase in payments amounting to £3.40m 
(13.2%) from £25.69m during the previous financial year to £29.09m in the financial 
year 2011-12. The increase was mainly as a result of a year-on-year rise in Old Age 
pension payments amounting to £3.23m (14.7%) from £21.97m to £25.20m and 
Survivor’s pension payments of £0.16m (25.4%) from £0.63m to £0.79m. These 
increases were principally as a result of a year-on-year net increase of 241 in newly 
classified old age pensioners; a pension increase of 3.5% as from 1 April 2011; and 
payments payable to the two types of pension beneficiaries for the month of April 2010 
paid in advance in the previous financial year in March 2010 due to the office closure 
during the Easter break. In addition, the introduction on 5 October 2011 of the 
Survivor’s Pension, replacing the Widow’s Pension, deemed to have come into 
operation on 1 July 2009, resulted in an increase of beneficiaries as the benefit is now 
paid on death of a spouse gender neutral. 
 
Gibraltar Government Lottery 
 
2.8.1 The Gibraltar Government Lottery account for the financial year 2011-12 
showed a surplus of £0.85m on the year’s operations against the estimated surplus of 
£0.19m and the previous financial year’s surplus of £0.41m. 
 
2.8.2 The actual net proceeds on the sale of lottery tickets during the financial year 
2011-12 was £4.90m, an increase of £0.80m (19.5%) compared against the estimate for 
the year of £4.10m and a rise of £0.04m (0.8%) compared to the previous financial 
year’s net proceeds amounting to £4.86m. 
 
2.8.3 Prizes unclaimed and minor prizes on returned tickets from the previous year’s 
draws allocated during the financial year 2011-12 amounting to £156k decreased by 
£44k (22.0%) compared to the estimate of £200k and slightly decreased by just under 
£13k (7.7%) against the previous financial year’s figure of £169k. 
 
2.8.4 Unsold tickets in respect of draws held during 2011-12 accounted for 19.7% of 
overall tickets available for sale.  Major prizes on returned tickets resulted in winnings 
by Government of 26.4% of total major prizes compared with 14.4% during 2010-11, 
26.2% in 2009-10 and 13.8% in 2008-09. 
 
2.8.5 The Agreement between the Government of Gibraltar and the contracted 
administrator of the Government Lottery, which expired on the last lottery draw in 
December 2008, was initially extended several times until 31 August 2011.  
 
2.8.6 The administration of the lottery was awarded to the same company and the 
administrative services and obligations, which were included in the tender, were agreed 
in a letter by the Accountant General to the successful applicant dated 25 August 2011.  
The completion of the formal contract was delayed as a result of an amendment to one 
of the terms of the agreement requested by the administrator. However, at the close of 
this report, the contract remains unsigned, 20 months after the tender award. 
 
Public Debt 
 
2.9.1 The Public Debt of Gibraltar stood at £517.68m on 31 March 2012, a year-on-
year increase of £37.44m and the Net Public Debt (Public Debt less Cash Reserves) 
stood at £303.72m on 31 March 2012 compared to £206.42m as at the end of the 
previous financial year. 
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2.9.2 Figure 3 depicts the level of Public Debt as at the end of the last seven financial 
years. 

Figure 3 
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2.9.3 Figure 4 hereunder shows the Public Debt movement during the financial year 
2011-12. 

Figure 4 

Public Debt as at 1 April 2011             £480,235,200  
     Redemptions and Repayments during the year     
     
Debentures:     
     
Government of Gibraltar - Special Pensioners’ Monthly 
Income Registered Debentures 2008 

  
£11,782,500  

  

     Government of Gibraltar - Special Pensioners’ 3-Year 
Fixed 4.25%  Monthly Income Registered Debentures 
2011 

 
 

£78,593,700  

  

     Government of Gibraltar - Pensioners’ Monthly Income 
Registered Debentures 

  
£10,602,900 

  

     Government of Gibraltar - Limited Issue of 3-Year Fixed 
Term Monthly Income Registered Debentures 2012 

 
£213,000   

Government of Gibraltar - Limited Issue of 3-Year Fixed 
Term Monthly Income Registered Debentures 31 
December 2012 

 
£131,000 

  

Government of Gibraltar - Limited Issue of Fixed Term 
Monthly Income Registered Debentures 31 December 
2013 

 
£48,000 

  

Government of Gibraltar - Limited Issue of Fixed Term 
Monthly Income Registered Debentures 31 December 
2015 

 
£239,600 

  

Balance carried forward 
 

£101,610,700 £480,235,200  
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Balance brought forward 
 

£101,610,700 £480,235,200  

Government of Gibraltar - Monthly Income Registered 
Debentures 

  
£8,312,000 

  

   (£109,922,700)  
              £370,312,500   
Borrowing during the year     
          
Debentures:     
     
Government of Gibraltar - Special Pensioners’ Monthly 
Income Registered Debentures 2008 

  
£5,184,900  

  

     Government of Gibraltar - Limited Issue of Fixed Term 
Monthly Income Registered Debentures 31 December 
2015 

 
 

£56,619,200 

  

     Government of Gibraltar - Limited Issue of Fixed Term 
Monthly Income Registered Debentures 28 February 2017 

  
£68,305,800 

  

     Government of Gibraltar - Pensioners’ Monthly Income 
Registered Debentures 

  
£15,860,300 

  

     Government of Gibraltar - Monthly Income Registered 
Debentures 

  
£1,392,600 

  

   £147,362,800  
Public Debt as at 31 March 2012              £517,675,300  
          
Represented by:-     
     Commercial Borrowing:     
     
Barclays Bank PLC             £150,000,000 29.0% 
     Natwest Offshore Limited               £50,000,000 9.7% 
     Debentures:     
     
Government of Gibraltar - Special Pensioners' Monthly 
Income Registered Debentures 2008 

   
            £49,879,200 

 
9.6% 

     
Government of Gibraltar - Limited Issue of 3-Year Fixed 
Term Monthly Income Registered Debentures 2012 

   
            £22,375,700 4.3% 

     Government of Gibraltar - Limited Issue of 3-Year Fixed 
Term Monthly Income Registered Debentures 31 
December 2012 

  
 

             £33,443,400 6.5% 
     Government of Gibraltar - Limited Issue of Fixed Term 
Monthly Income Registered Debentures 31 December 
2013 

  
 

            £15,188,000 2.9% 
     Government of Gibraltar - Limited Issue of Fixed Term 
Monthly Income Registered Debentures 31 December 
2015 

  
 

            £70,294,300 13.6% 
     
Government of Gibraltar - Limited Issue of Fixed Term 
Monthly Income Registered Debentures 28 February 2017 

  
 

            £68,305,800 13.2% 
     
Government of Gibraltar - Pensioners' Monthly Income 
Registered Debentures 

   
            £49,609,100 9.6% 

     Government of Gibraltar - Monthly Income Registered 
Debentures 

   
            £8,579,800 1.6% 

             £517,675,300  
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Loans issued by the Government of Gibraltar 
 
2.10.1 Improvement and Development Fund (I&DF)- No new loans were issued from 
the I&DF during the financial year 2011-12 and two loans were fully repaid during the 
financial year.  At the end of March 2012 three of the four remaining loans were 
keeping to repayments in accordance with their respective agreements. 
 
2.10.2 I must, once again, report that the position concerning the defaulter of a loan 
issued on 16 January 2003 amounting to £48,000 plus interest is that the case is still 
under review and no decision has yet been taken on how the outstanding amount owed 
is to be treated.  The total debt as at 22 April 2013 was £73,308, made up of £48,000 in 
respect of capital, £12,907 relating to the loan agreement interest and £12,401 in 
connection with default interest.  
 
Losses of Cash and Stores Written-off and Claims Abandoned 
 
2.11.1 I hereunder provide the reasons for the write-offs and abandoned claims during 
the financial year 2011-12, which in my opinion merited an explanation. 
 
2.11.2 Treasury – General Rates and Salt Water Charges - During the financial year 
2011-12 the Financial Secretary authorised the write-off of the sum £124,091 in respect 
of General Rates and Salt Water Charges and £102,991 of penalties as detailed 
hereunder: 

• General Rates and Salt Water Charges amounting to £21,160 and penalties 
amounting to £8,896 owed by 12 individuals as a result of the debts becoming 
statute-barred; 

• Penalties amounting to £16,341 owed by 32 individuals after all General Rates and 
Salt Water Charges arrears had been paid; 

• Penalties totalling £15,109 due by 29 companies after all outstanding General Rates 
and Salt Water Charges had been paid; 

• General Rates and Salt Water Charges totalling £70,529 and penalties amounting to 
£50,244 owed by 13 inactive organisations as a result of debts having become 
statute-barred; 

• General Rates and Salt Water Charges amounting to £7,469 and penalties of £994 
due by 2 organisations, written-off on the basis that the organisations would have 
been exempt from the payment of rates under Section 282 of the Public Health Act 
had an application been received at the time; 

• General Rates and Salt Water Charges amounting to £1,396 and penalties of £357 
owed by 1 individual and 1 company whose arrears were waived in return for 
having surrendered the premises back to Government;  

• General Rates and Salt Water Charges amounting to £176 and penalties of £42 
owed by 9 individuals as a result of car parking space licences being revoked; and 

• General Rates and Salt Water Charges and penalties amounting to £23,361 and 
£11,008 respectively owed by 1 charitable association. 

  
2.11.3 Treasury – Ground and Sundry Rents - The Financial Secretary authorised the 
write-off during the financial year 2011-12 of the sum of £6,787 in respect of Ground 
and Sundry Rents from 1 organisation and 1 individual whose arrears were waived in 
return for having surrendered the premises back to Government.  
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2.11.4 Treasury – Overpayment of Proficiency Allowance - The sum of £2,327 was 
authorised by the Financial Secretary to be written-off on 19 December 2011 in respect 
of the wrong rate of proficiency allowance paid to an individual during the period April 
1999 to August 2010. 
 
2.11.5 Gibraltar Electricity Authority – Outstanding Electricity Bills - The sum of 
£88,801 was authorised by the Financial Secretary to be written-off in respect of 
outstanding electricity bills during the financial year 2011-12. The amounts written-off 
were £52,627 owed by 78 companies struck off the Register, £30,793 in respect of 27 
liquidated companies and £58 due by 1 company that had ceased trading. In addition, 
the sum of £5,323 was due by a sports club and related to a dispute, as the consumer’s 
meter could not be read between 1996 and 2009 due to access restrictions and the 
consumer unknowingly had been paying estimated bills. 
 
2.11.6 Housing – Administration – Arrears of Hostel Fees - The Financial Secretary 
authorised the write-off of arrears of Hostel Fees amounting to £12,995 during the 
financial year 2011-12 in respect of 19 tenants’ debts owing £7,451 becoming statute-
barred, 2 tenants with outstanding amounts totalling £2,161 having been evicted, 4 
deceased tenants’ debts amounting to £1,904, the debts due by a liquidated company 
totalling £817, 2 tenants owing £260 for different reasons, 1 resident owing £228 having 
left Gibraltar and the debt amounting to £174 of a tenant unable to work as a result of 
being hospitalised for a long period of time. 
 
2.11.7 Care Agency – John Mackintosh Homes - On 19 August 2011 the Financial 
Secretary authorised the write-off of £3,928 in connection with a disputed outstanding 
balance in respect of residents’ contributions, which was apparently credited to the 
Board of Governors of the John Mackintosh Trust’s bank account subsequent to Mount 
Alvernia’s transfer to the Elderly Care Agency in January 2000, and which has not been 
resolved as a consequence of missing information. 
 
Arrears of Revenue 
 
2.12.1 Arrears of Revenue due to Government on 31 March 2012 stood at £57.93m, a 
decrease of £1.69m compared to £59.62m at the end of the previous financial year. 
However, arrears as at 31 March 2012 in respect of Fines and Forfeitures had not been 
submitted at the time of the closure of my report. The reason for the non-submission of 
the arrears statement is explained in paragraphs 2.12.31 to 2.12.38 of this report. 
 
2.12.2 Figure 5 overleaf shows the comparable position of quantifiable debts owed to 
Government over the last five financial years. 
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Figure 5 
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2.12.3 The overall decrease in arrears of revenue of £1.69m as at 31 March 2012 
compared to the previous year-end was mainly as a result of a year-on-year decrease in 
arrears of Company Tax of £5.53m and year-on-year increases in arrears of Income Tax 
of £1.62m, Commercial Works Fees of £1.08m, Berthing Charges of £0.36m, Sale of 
Electricity to Consumers of £0.35m, House Rents of £0.28m, Tonnage Dues of £0.21m 
and Other Receipts of £0.21m. 
 
2.12.4 Arrears of Import Duties - Arrears in respect of Import Duties as at 31 March 
2012 stood at £681,710, a decrease of £61,623 compared against the previous year’s 
arrears position of £743,333. The arrears position as at 31 December 2012 had again 
improved from 31 March 2012 by £76,137 to £605,573. As I have explained in 
successive reports, these arrears arise as a consequence of cheques issued by importers, 
mostly companies, having been returned by banks due to the said importers having 
insufficient funds in their respective bank accounts.   
  
2.12.5 Arrears of Non-Residents’ School Fees - Arrears due in respect of Non-
Residents’ School Fees as at 31 March 2012 totalling £107,476 again rose year-on-year 
by £2,100 from £105,376 as at 31 March 2011. 
 
2.12.6 On 13 November 2012, I explained to the Director of Education that arrears in 
respect of non-residents’ school fees as at 30 September 2012 had improved by £12,050 
compared to the 31 March 2012 arrears position and that 6 debtors who collectively 
owed £29,259 as at 31 March 2012 had repaid their debts fully.  However, I further 
informed the Director that 18 debtors owing a total of £45,859 as at 30 September 2012 
had not made a single payment in the six-month period since 1 April 2012; the debts 
owed by 4 debtors owing £38,910 as at 30 September 2012 had increased by £6,553 
since 31 March 2012; and there were 7 new debtors as at 30 September 2012 since 31 
March 2012 collectively owing £10,657. 
 
2.12.7 I stated to the Director that, notwithstanding that a number of debtors had fully 
repaid their debts during the six-month period to 30 September 2012, the situation 
regarding the other debtors was that very limited, or no action appeared to have been 
exercised in order to recover the debts. 
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2.12.8 On 18 February 2013, the Director informed me that since the majority of the 
debtors mentioned in my report had left Gibraltar and had not left any forwarding 
address, he would refer the matter to the Financial Secretary with a view to seek a write-
off of the amounts deemed irrecoverable. 
 
2.12.9 The arrears position as at 31 December 2012 decreased significantly compared 
to the position as at 31 March 2012 by £19,228 to £88,248. 
 
2.12.10  Arrears of Scholarship Fees – Reimbursements - The arrears due in respect of 
reimbursements of Scholarship Fees as at 31 March 2012 amounting to £474,768 
increased year-on-year by £13,347. 
 
2.12.11  On 13 November 2012, I wrote to the Director of Education yet again 
expressing my grave concern that a review of the arrears position as at 30 September 
2012 revealed that: 

• 15 debtors with a total debt amounting to £57,206 as at 30 September 2012 had not 
made a single payment since 31 March 2006 and that these debts would now be 
statute-barred and probably written-off in the future; 

• of 17 debtors collectively owing £70,304 as at 31 March 2012 who had not made a 
single payment since at least 31 March 2009, only one debtor had paid the sum of 
only £60 towards the debt during the six-month period to 30 September 2012; 

• of the 9 debtors jointly owing £30,904 as at 31 March 2012 who had not made a 
single payment since 31 March 2010, only 2 had made payments during the six-
month period to 30 September 2012; 

• of the 5 debtors collectively owing £14,244 as at 31 March 2012 who had not made 
any payments towards their debts since at least 30 September 2010, only two had 
made payments during the six-month period to 30 September 2012; 

• none of the 4 debtors with a total debt of £6,398 as at 31 March 2012 who had not 
made any payments towards their debts since at least 31 December 2010, made any 
further payments during the six-month period to 30 September 2012; and 

• only 2 of the 12 debtors who had stopped payments towards their debts during the 
financial year 2011-12 had made payments during the six-month period to 30 
September 2012.  

 
2.12.12  I expressed my concern to the Director at the apparent limited ineffective action 
being taken against debtors and informed him that I was of the opinion that debts that 
had remained static for a long period would eventually become statute-barred and not be 
recovered. 
 
2.12.13  On 18 February 2013, the Director wrote to me explaining that the department 
had attempted different approaches to recover scholarship debts and that he had recently 
requested the Financial Secretary a policy decision on the recovery of scholarship debts. 
 
2.12.14  The position as at 31 December 2012 was that arrears had increased since 31 
March 2012 by £38,882 to £513,650. 
 
2.12.15  Arrears of Hostel Fees - Arrears in respect of Hostel Fees as at 31 March 2012 
decreased year-on-year by £12,217 to £47,004. However, there was an effective 
increase in arrears during the financial year of £778, due to a total of £12,995 having 
been written-off during the financial year 2011-12 of debts deemed irrecoverable. 
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2.12.16  The position as at 31 December 2012 was that Hostel Fees arrears had increased 
by £3,779 to £50,783 from the arrears position as at 31 March 2012. 
 
2.12.17  Arrears of Tourist Sites Receipts - The arrears of Tourist Sites Receipts as at 31 
March 2012 slightly increased year-on-year by £4,248 to £201,683.  However, these 
arrears were within the credit period terms established by the Gibraltar Tourist Board. 
Tourist Sites Receipts arrears as at 31 December 2012 dramatically increased by 
£148,860 to £350,543, of which the sum of £71,556 was over the credit period terms 
established by the Gibraltar Tourist Board. At the close of my report, I had not received 
the information I requested regarding arrears recovered since 31 December 2012 of 
moneys owed as at that date. 
 
2.12.18  Arrears of Tonnage Dues - Tonnage Dues arrears as at 31 March 2012 
amounting to £653,313 increased year-on-year by £209,268. The position as at 31 
December 2012 was that arrears had again increased by £70,680 to £723,993. However, 
the sum of £702,279 had been paid by 30 April 2013. 
 
2.12.19  Arrears of Berthing Charges - There was a year-on-year increase in the arrears 
position regarding Berthing Charges as at 31 March 2012 of £358,013 to £670,605. 
However, arrears as at 31 December 2012 had dramatically dropped by £331,651 to 
£338,954, of which £258,416 had been paid by 30 April 2013. 
 
2.12.20  Arrears of Ship Registration Fees - Arrears of Ship Registration Fees as at 31 
March 2012 totalling £59,356 increased year-on-year by £16,774. As I mentioned in my 
last two reports, the Maritime Administrator once again informed me that £23,505 of 
the debt was due by a company in liquidation and that the sum had been lodged with the 
liquidator. However, he considered unlikely that this amount would be recovered. The 
position as at 31 December 2012 was that notwithstanding that arrears had dramatically 
increased by £83,784 to £143,140, the sum of £94,462 had been collected by 30 April 
2013. 
 
2.12.21  Arrears of Airport Departure Tax - Arrears due in respect of Airport Departure 
Tax as at 31 March 2012 rose by £13,078 to £269,938 from the previous financial year-
end arrears of £256,860, of which the sum of £62,220 relates to the amount due by one 
carrier for the period July 2009 to March 2010.  The position as at 31 December 2012 
was that arrears had again increased in the nine-month period by £87,227 to £357,165.  
 
2.12.22  Arrears of Fees and Concessions - Arrears due in connection with airport Fees 
and Concessions increased slightly during the year by £1,332 to £63,188 as at 31 March 
2012.  However, arrears as at 31 December 2012 had slightly decreased by £375 to 
£62,813. 
 
2.12.23  Arrears of Airport Landing Fees - There was a decrease in the arrears in respect 
of Airport Landing Fees as at 31 March 2012 of £35,704 compared to the previous 
financial year-end arrears position of £163,635, of which the sum of £27,139 relates to 
the amount due by one carrier for the period August 2009 to March 2010. Arrears as at 
31 December 2012 again decreased by £6,061 to £121,870. 
 
2.12.24  Arrears of Sale of Stamps - Arrears of Sale of Stamps dramatically decreased by 
£42,860 from £52,388 as at 31 March 2011 to £9,528 as at 31 March 2012. Arrears as at 
31 December 2012 rose by £30,408 to £39,936, of which £24,886 had been collected by 
31 March 2013.  
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2.12.25  Arrears of Terminal Mail Fees - Arrears of Terminal Mail Fees as at 31 March 
2012 increased year-on-year by £11,368 to £42,992.  However, no arrears of Terminal 
Mail Fees were due as at 31 December 2012. 
 
2.12.26  Arrears of Sale of Electricity to Consumers - Arrears of Electricity Charges to 
Consumers stood at £7,248,275 as at 31 March 2012 compared to £6,893,385 as at the 
end of the previous financial year, an increase of £354,890. However, the sum of 
£88,801 was written-off during the financial year, so the effective increase in arrears 
was £443,691. 
 
2.12.27  I did not receive confirmation of the Arrears of Electricity Charges position as 
at 31 December 2012, as the break-up of the arrears between Electricity Charges to 
Consumers, Connection Fees and Deposits was not available at the time of the closure 
of this report. However, the combined Electricity Charges to Consumers, Connection 
Fees and Deposits arrears as at 31 December 2012 was £7,259,486, whilst a total of 
£121,613 in respect of Electricity Charges to Consumers was written-off during the 
nine-month period. 
 
2.12.28  Arrears of Commercial Works - Arrears of revenue in respect of works carried 
out by the Gibraltar Electricity Authority to private entities stood at £1,251,377 as at 31 
March 2012, a year-on-year increase of £1,078,505.  Arrears as at 31 December 2012 
again increased by £330,877 to £1,582,254, of which £564,205 had been recovered by 
30 April 2013. 

 
2.12.29  Arrears of Other Receipts - Arrears in respect of Other Receipts (Hospital Fees) 
as at 31 March 2012 increased to £606,906 from £396,590 at the end of the previous 
financial year. The increase mainly relates to a debt owed by one patient amounting to 
£487,616. The position as at 31 December 2012 was that arrears had escalated by 
£289,039 to £895,945, of which £664,578 related to the debt owed by the same patient. 
This debt is being reviewed and a decision was still pending. 

 
2.12.30  Arrears of Miscellaneous Fees - Arrears in respect of Miscellaneous Fees 
(Employment Registration Fees) as at 31 March 2012 stood at £105,960 a decrease of 
£11,020 against the previous year-end arrears of £116,980. At the close of this report I 
had not received a copy of the statement of arrears of Miscellaneous Fees (Employment 
Registration Fees) as at 30 September 2012 and 31 December 2012. 
 
2.12.31  Arrears of Fines and Forfeitures - The arrears of fines and forfeitures as at 31 
March 2012 and 31 December 2012 were not available at the close of my report. 
 
2.12.32  In my two previous reports I explained the problems encountered by the Chief 
Executive of the Gibraltar Courts Service with the computer database system in 
providing accurate information of the collection system and the deficient reporting 
format of the computer system, used to provide information on arrears of fines and 
forfeitures. 
 
2.12.33  In paragraph 2.12.30 of last year’s report, I commented that I had written to the 
Chief Executive on 23 January 2012 and again on 2 February 2012 expressing my grave 
concern regarding the accuracy of the computer reporting software and, therefore, his 
ability to provide meaningful and accurate arrears statistics in respect of fines and 
forfeitures. 
 
2.12.34  On 4 January 2013, I wrote to the Chief Executive requesting him to submit the 
arrears position in respect of fines and forfeitures as at 31 March 2012, 30 September 
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2012 and 31 December 2012. The Chief Executive responded on 21 January 2013, 
explaining the difficulty he had in providing the information requested, as the situation 
had not changed with regard to the software currently running in the Magistrates’ 
Courts and it was still not possible to obtain reliable information from the system to 
provide me with the pertinent arrears reports. He further explained to me that he was 
trying to replace the software with a new criminal justice software system. 
 
2.12.35  After further audit investigation, I wrote to the Chief Executive on 12 March 
2013, expressing my concern at the unacceptable situation after two and a half years had 
elapsed since the problem surfaced. I also mentioned to him that the audit review had 
established that the data was properly stored in the system but the information extracted 
in the form of reports was inaccurate, as a result of flaws and inconsistencies in the 
original design of the database. 
 
2.12.36  I emphasised to him, that given the current situation regarding the non-
availability of the arrears information he would not be in a position to inform me 
whether arrears were escalating. I also pointed out to him that I was under the mistaken 
impression from previous information submitted to me in January 2012 that the 
Information Technology and Logistics Department had been actively dealing with the 
replacement of the database system and that the audit enquiry had established that this 
was not the case. 
 
2.12.37  Lastly, I asked the Chief Executive when he envisaged that the new criminal 
justice software system would be implemented, what the system will incorporate and 
whether it will include an appropriate arrears information module. 
 
2.12.38  On 25 April 2013, the Chief Executive responded with a comprehensive 
analysis regarding his grave concern at the problems encountered in the extraction of 
information from the current database, and hence the non-submission of accurate arrears 
of fines and forfeitures as at 31 March 2012, 30 September 2012, 31 December 2012 
and 31 March 2013; the Courts’ arrears recovery measures; and the three options 
available in connection with the introduction of a replacement criminal records 
management system. 
 
2.12.39  Arrears of Other Reimbursements - The arrears of Other Reimbursements as at 
31 March 2012 amounting to £136,714 increased by £71,051 compared to the previous 
year’s arrears position. The arrears as at 31 December 2012 had decreased by £16,813 
to £119,901, of which the sum of £2,118 relates to companies in liquidation and the sum 
of £117,392 had been repaid by the end of March 2013.  
 
2.12.40  General - Arrears of Income Tax, Corporation Tax, General Rates and Salt 
Water Charges, Ground and Sundry Rents and House Rents, are dealt with in Part 3 of 
this report. 
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PART THREE  DEPARTMENTAL 
AUDITS 

 
 
Income Tax 
 
3.1.1 Receipts - The combined yield from Income Tax and Corporation Tax for the 
financial year 2011-12 was £189.40m, an increase of £37.84m (25.0%) compared to 
collections amounting to £151.56m during the previous financial year.  However, 
Income Tax and Corporation Tax refunds amounting to £5.57m during the financial 
year 2011-12 were paid from Consolidated Fund Charges Head 07 – Revenue 
Repayments, Subhead 1 – Repayment of Revenue compared to £4.36m during the 
previous financial year. Figure 6 provides a breakdown of these receipts for the 
financial years 2009-10 to 2011-12. 

Figure 6 

  
2009-10  2010-11  2011-12 

PAYE 
 

£104,567,678  
 

£106,800,122 
 

£113,698,796 
Individuals

 
1 £12,738,820 

 
£14,637,483 

 
  £17,107,195 

Section 58
 

2 £927,332 
 

£1,106,840 
 

    £1,288,903 
(Less Refunds) 

 
(£2,903,680) 

 
- 

 
- 

  
£115,330,150 

 
£122,544,445 

 
£132,094,8943 

Corporation Tax 
 

£28,845,515 
 

£29,010,784 
 

 £57,305,746 

  
£144,175,665  £151,555,229  £189,400,640 

 

Notes:1 - Refers to Self-employed individuals, Category 2 and High Net Worth Individuals. 
          2 - Payment of tax by or in respect of construction sub-contractors (previously Section 67). 
          3 - There is a £216.47 difference with the Treasury accounts in respect of an erroneous entry in January 2012. 
 
3.1.2 Arrears of Revenue - The combined arrears of Income Tax and Corporation Tax 
on 31 March 2012 stood at £35.54m, a decrease of £3.92m from the previous financial 
year’s arrears position of £39.46m. The decrease in arrears is primarily due to 
Corporation Tax arrears having decreased year-on-year by £5.53m. On the other hand, 
arrears of Self-employed, Individuals and Employers’ PAYE deductions increased year-
on-year by £0.78m, £0.40m and £0.43m respectively. No amounts were written-off 
during the financial year 2011-12. Figure 7 summarises the arrears position as at 31 
March 2012 and compares it to the previous two financial year-ends. 

Figure 7 
  31-Mar-10  31-Mar-11  31-Mar-12 
Assessments on:       
  Individuals – PAYE  £8,295,579  £6,319,067      £6,719,719 
  Self-Employed  £12,008,051  £11,115,445    £11,896,387 
  Companies  £12,000,304  £12,285,272      £6,754,650 
  £32,303,934  £29,719,784  £25,370,7561 
Tax due from Employers’       
- PAYE deductions  £8,746,214  £9,736,785  £10,170,468
 

2 
 £41,050,148  £39,456,569    £35,541,224 

 

Notes: 
1 The arrears as at 31 March 2012 shown in Figure 7 include estimated assessments totalling £9,770,235 

(Companies - £3,612,294, Self-employed - £5,174,189 and Individuals - £983,752) as well as assessments due 
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after 31 March 2012 amounting to £1,236,310 (Companies - £487,457, Self-employed - £304,786 and Individuals 
- £444,067). 

2 Of the £10,170,468 Employers’ PAYE deductions arrears as at 31 March 2012, £2,176,236 (21.4%) were 
covered by repayment agreements. 

 
3.1.3 As I stated in last year’s report, on 1 February 2012 the Government applied a 
moratorium on surcharges in respect of payments on account due on or before 31 March 
2012 for both companies and self-employed individuals. Payments of surcharges 
received by the Income Tax Office (ITO) would be refunded in full provided that no 
other tax was due. The moratorium was subsequently extended to 30 June 2012. I also 
mentioned in last year’s report that there was a moratorium in place until 1 July 2012 in 
respect of penalties under the Income Tax Act, 2010. The moratorium in respect of 
penalties was subsequently extended to 30 September 2012. The Commissioner of 
Income Tax (Commissioner) confirmed that there are no existing moratoriums in place 
in respect of surcharges and penalties. 
 
3.1.4 Tax due from Employers’ PAYE deductions - Figure 8 shows the age structure of 
known PAYE arrears in the last five financial years as at the end of each of the tax years 
shown: 

Figure 8 

Tax Year 31/03/08  31/03/09  31/03/10  31/03/11  31/03/12 
             Pre 89/90 £4,450  £3,735  £3,728  £2,012  £2,012 

      89/90 £12,800  £12,800  £12,389  £12,389  £12,389 
      90/91 £21,616  £21,616  £12,047  £12,006  £9,066 
      91/92 £19,229  £12,323  £10,599  £10,598  £9,268 
      92/93 £50,209  £43,046  £28,358  £27,947  £23,712 
      93/94 £61,850  £60,261  £31,272  £30,552  £25,505 
      94/95 £52,411  £50,861  £25,804  £21,603  £15,661 
      95/96 £80,420  £71,625  £47,918  £45,257  £35,890 
      96/97 £153,295  £124,875  £67,618  £48,408  £42,845 
      97/98 £192,399  £180,532  £99,358  £77,473  £58,578 
      98/99 £318,947  £303,021  £224,787  £202,434  £132,140 
     99/00 £227,023  £247,118  £144,505  £129,034  £112,504 
     00/01 £215,523  £202,569  £139,573  £124,623  £103,541 
     01/02 £429,860  £369,882  £348,002  £326,546  £300,334 
     02/03 £736,853  £664,655  £599,878  £578,930  £497,970 
     03/04 £790,945  £613,771  £561,003  £525,050  £487,099 
     04/05 £780,621  £528,353  £402,604  £362,350  £448,041 
     05/06 £724,726  £647,335  £581,036  £623,045  £631,959 

06/07 £1,671,583  £922,632  £725,094  £517,074  £530,245 
07/08 -  £1,929,982  £1,557,566  £1,259,407  £1,028,738 
08/09 -  -  £2,989,435  £2,846,568  £2,588,134 
09/10 -  -  £133,640  £1,811,828  £1,476,639 
10/11 -  -  -  £141,651  £1,540,226 
11/12 -  -  -  -  £57,972 
Total £6,544,760  £7,010,992  £8,746,214  £9,736,785  £10,170,468 

 
3.1.5 A test examination carried out on 14 January 2013 of 20 employers’ records to 
verify whether payments of Employers’ PAYE deductions were being made for the tax 
year 2011-12 and part of 2012-13 revealed that: 
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• during the tax year 2011-12, 18 of the 20 employers sampled had paid on average 
by the due date or within one month of the due date.  Of the remaining 2, 1 
employer had paid on average within two months after the due date and 1 within 
four months; 

• the average debtor payment frequency for the tax year 2011-12 for the companies 
sampled was as follows: 
Average debtor days Percentage of companies 
between 1 and 30 days 90% 
more than 30 days and less than 60 days   5% 
over 60 days   5% 

 

• there was a slight variation during the tax year 2012-13 to December 2012 in which 
3 of the 20 employers sampled had more than one month’s payments outstanding; 
with 1 company having 3 months’ payments due; and 2 companies owing 5 
months’ payments; and 

• of the remaining 17 companies, 14 had paid within the due date or one month after; 
2 had paid within two months of the due date; and 1 paid within three months of the 
due date. 

 
3.1.6 On 31 January 2013, a total of 219 annual returns submitted by employers of 
PAYE deductions made from employees for the tax year 2011-12 had amounts 
outstanding totalling £1.54m (as shown in Figure 9). Of this total, £1.06m was owed by 
only 23 employers each owing over £20k. On 31 January 2012 there were 227 annual 
returns outstanding of PAYE deductions made from employees amounting to £1.67m 
submitted for the previous tax year. 

Figure 9   

 
Amount Owed Number of 

Employers 
Outstanding 

Debt 

Percentage of 
overall 

outstanding debt 
    under £100 41 £1,201 0.08% 

between £100 and £1,000 61 £27,812 1.81% 
between £1,001 and £20,000 94 £450,458 29.26% 
over £20,000 23 £1,060,054 68.85% 

 219 £1,539,525  
 
3.1.7 Figure 10 depicts the number of companies as at 31 January 2013 that had 
submitted annual returns of PAYE deductions made from employees in respect of the 
last 9 tax years but had still not paid the Employers’ PAYE deductions payments for 
those tax years. 

Figure 10 
 

Tax Year 
Number of annual returns 
of PAYE (P8’s) deductions 

from employees 

Outstanding 
Amount 

   2003-04 36 £472,423 
2004-05 41 £373,595 
2005-06 60 £584,991 
2006-07 89 £502,647 
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Figure 10 (continued) 
 

Tax Year 
Number of annual returns 
of PAYE (P8’s) deductions 

from employees 

Outstanding 
Amount 

2007-08 100 £972,973 
2008-09 145 £2,533,457 
2009-10 163 £1,285,448 
2010-11 174 £1,415,923 
2011-12 219 £1,539,525 

Total 1,027 £9,680,982 
 
3.1.8 The Commissioner informed me that he remained content that most employers 
were paying within the due date or shortly after the due date. He confirmed that the ITO 
continues to actively pursue recalcitrant employers for payment. He again reiterated that 
the constant level of Employers’ PAYE deductions arrears is as a result of large sums 
still tied down to Employers’ PAYE deductions arrears agreements and, although 
payments are being received through arrears instalment payments, there is also an 
element of additional Employers’ PAYE deductions being added following receipt of 
company accounts and additional P8 amounts added from directors’ fees. 
 
3.1.9 The Commissioner reaffirmed the implementation of stricter controls regarding 
the collection of PAYE and Social Insurance contributions from non-compliant 
employers under the Compliance and Enforcement Section, whose duties include 
monitoring employers who fail to pay the monthly Employers’ PAYE and Social 
Insurance contributions deductions made from employees by the due dates. He also 
confirmed that legal action would be instigated immediately on those employers who do 
not comply. 
 
3.1.10 Employers P8 and P8A Declarations - On 31 January 2013, a total of 91 
employers failed to comply with the legal requirement to submit an annual return of 
PAYE deductions made from employees for the tax year 2011-12, a year-on-year 
decrease of 76 compared to 167 on 31 January 2012 for the tax year 2010-11. Since the 
amounts outstanding are not quantifiable these are not reflected in the relevant PAYE 
arrears amount. As mentioned in previous years’ reports, the amount owed is impossible 
to ascertain and the Commissioner continues to maintain that these unquantifiable 
PAYE arrears are not considerable, as an element of the employers failing to submit the 
returns are made up by non-trading companies.   
 
3.1.11 On 31 January 2013, a total of 332 employers had still not submitted the P8A 
declaration form for the period April 2007 to June 2007 (as a result of the reform and 
introduction of the Social Insurance Contributions System effective from 1 April 2007), 
compared to 359 employers on 31 January 2012, despite the efforts of the Compliance 
and Enforcement Section’s chasing of these outstanding P8As, as mentioned in 
paragraph 3.1.12 of last year’s report. 
 
3.1.12 Figure 11 overleaf shows the number of companies as at 31 January 2013 that 
had still not submitted their annual returns of PAYE deductions made from their 
employees in respect of the last 7 years. The situation improved compared to the 
information contained in figure 11 in last year’s report. 
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Figure 11 
 

Tax Year 
Number of annual returns 
of PAYE deductions from 

employees (P8’s) 
  2005-06 60 

2006-07 96 
2007-08 82 
2008-09 71 
2009-10 64 
2010-11 71 
2011-12 91 

 
3.1.13 PAYE Individuals - A follow-up review conducted during March 2013 regarding 
the tax situation by profession of a sample of PAYE individuals, highlighted in 
paragraphs 3.1.14 and 3.1.18 of last year’s report, is shown hereunder in Figure 12: 

Figure 12   

  

Last Assessment Raised 
by Income Tax   Last Declared Income 

from P8/Declaration form 

Oldest 
Unpaid 

Assessment 
    Tax Year   Amount   Tax Year   Amount Tax Year 

          
 

Estate Agents 
       Case 1 

 
10/11 

 
£70,000 

 
11/12 

 
  £28,000 97/98 

Case 2  
 

10/11 
 

£7,500 
 

08/09 
 

  £22,500 03/04 
Case 3

 
1 10/11 

 
£9,000 

 
08/09 

 
  £22,500 06/07 

Case 4
 

2 11/12 
 

£63,862 
 

11/12 
 

  £63,862 x 
Case 5  2 10/11  £13,229  11/12    £13,229 03/04 
          

 
Architects 

       Case 1 
 

05/06 
 

£55,000 
 

11/12 
 

  £72,500 98/99 
Case 2

 
3 09/10 

 
£100,000 

 
11/12 

 
£324,166 x 

Case 3  3 09/10  £100,000  11/12     £40,000 x 

          

 
Pharmacists 

       
Case 1 

 
09/10 

 
£40,400 

 
11/12 

 
  £55,394 x 

Case 2 
 

11/12 
 

£50,000 
 

11/12 
 

  £50,000 x 

Case 3 
 

09/10 
 

£52,400 
 

11/12 
 

£142,500 x 

Case 4  
 

06/07 
 

£42,192 
 

10/11 
 

    £7,032 00/01  6 
Case 5  

 
09/10 

 
£40,000 

 
11/12 

 
  £40,000 00/01 

Case 6 
 

11/12 
 

£31,876 
 

11/12 
 

  £31,876 x 
Case 7 

 
06/07 

 
£27,504 

 
11/12 

 
  £25,000 x 

          

 
Businessmen 

       
Case 1 

 
07/08 

 
£29,000 

 
11/12 

 
  £50,000 x 

Case 2 
 

11/12 
 

£29,803 
 

11/12 
 

  £29,803 x 
Case 3 

 
06/07 

 
£45,473 

 
06/07 

 
  £45,473 x  5 

Case 4  10/11  £142,910  11/12  £100,000 x 

Case 5  07/08  £33,800  11/12    £68,900 99/00 
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Figure 12 (continued)   

  

Last Assessment Raised 
by Income Tax 

 

Last Declared Income 
from P8/Declaration form 

Oldest 
Unpaid 

Assessment 
   
  

Tax Year   Amount   Tax Year   Amount Tax Year 

 Businessmen       

Case 6 
 

08/09 
 

£30,000 
 

11/12 
 

  £33,127 05/06 
Case 7 

 
10/11 

 
£28,463 

 
11/12 

 
  £29,488 x 

Case 8 
 

10/11 
 

£13.12m 
 

11/12 
 

£240,219 x 

Case 9 
 

07/08 
 

£18,200 
 

11/12 
 

  £28,217 x 

Case 10 
 

10/11 
 

£68,900 
 

10/11 
 

  £62,000 x 
Case 11 

 
11/12 

 
£83,136 

 
11/12 

 
  £83,136 x 

Case 12 
 

10/11 
 

£67,907 
 

11/12 
 

  £83,136 x 

Case 13 
 

06/07 
 

£53,773 
 

11/12 
 

  £83,136 x 

Case 14 
 

10/11 
 

£51,639 
 

10/11 
 

  £51,639 x 

Case 15 
 

10/11 
 

£111,110 
 

11/12 
 

£128,563 05/06 

Case 16 
 

10/11 
 

£111,110 
 

11/12 
 

  £98,656 x 
Case 17 

 
11/12 

 
£109,944 

 
11/12 

 
£109,944 x 

Case 18 
 

09/10 
 

£35,000 
 

11/12 
 

£134,000 x 

Case 19  1 04/05  £68,200  11/12    £18,000 99/00  6 
Case 20 

 
06/07 

 
£37,769 

 
06/07 

 
  £37,769 x 

Case 21 
 

10/11 
 

£33,750 
 

10/11 
 

  £33,750 x  6 
Case 22 

 
- 

 
- 

 
11/12 

 
  £16,600 x 

Case 23
 

 4, 5 06/07 
 

£21,105 
 

11/12 
 

  £21,513 x 

Case 24
 

 4 08/09 
 

£35,000 
 

11/12 
 

  £10,000 x 

Case 25
 

 4 10/11 
 

£25,000 
 

11/12 
 

  £25,000 x 

Case 26   4 07/08  £20,000  07/08    £20,000 x 

Case 27   4 06/07  £24,000  11/12    £54,000 x 

Case 28   4 06/07  £11,960  11/12    £13,250 x 

          
 Vet Assistant       

Case 1  5 10/11  £23,918  11/12    £20,827 03/04 
          

 Pensioners       

Case 1  5 09/10  £17,186  11/12    £17,866 x 

Case 2  09/10  £21,081  11/12    £23,122 05/06 
Case 3  08/09  £57,987  11/12    £22,346 x 

          
 Accountants       

Case 1  06/07  £63,868  11/12    £48,000 x 

Case 2  08/09  £62,417  11/12    £48,000 x 
Case 3  06/07  £67,023  11/12    £30,000 06/07 
          

Notes: 
 

1 These taxpayers have older unpaid assessments than the tax year shown in Figure 12.  However, these older 
debts are followed by a period of PAYE refunds that have been applied to partly offset the older debts.  

2 Formerly Cases 1 and 2 of the Estate Agents’ category in Figure 13 of last year’s report. 
3 Formerly Cases 1 and 2 of the Architects’ category in Figure 13 of last year’s report. 
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4 Formerly Cases 1 to 4 and 6 and 7 of the Businessmen’s category in Figure 13 of last year’s report. 
5 There is strong evidence to suggest that these individuals may have other taxable income which they are not 

declaring. 
6 Represents income earned for part of the corresponding tax year only. 
x No liability was due by these individuals on the date of the exercise on all assessments issued by the ITO. 
 
3.1.14 The Commissioner informed me that the individuals appearing under the 
heading “Estate Agents” in Figure 12 were at different stages of investigation. Two of 
the cases continue to be dealt by the Income Tax Tribunal following appeals lodged by 
the two individuals against assessments raised by the ITO. The property of the 
remaining case was assigned to the Commissioner for securing the amounts owed. The 
Commissioner also informed me that other individuals highlighted in Figure 12 were 
either presently under investigation or had been earmarked for investigation. 
 
3.1.15 The position regarding the latest P8 submissions on behalf of PAYE individuals 
is that as at 5 March 2013, 41 of the 50 individuals’ employers had submitted further 
P8s since the last review reported in paragraph 3.1.16 of last year’s report.  However, 
the ITO had not issued further PAYE assessments to 24 of the 50 PAYE individuals 
since the last review. Of the 26 that had been issued a further assessment, 4 were for the 
same tax year, as adjustments had been made to the assessments. 
 
3.1.16 In my last four reports, I have explained that no PAYE assessments were found 
for a particular taxpayer in the Income Tax system, despite the employer submitting up-
to-date P8 forms. Notwithstanding the Commissioner’s assurance last year that PAYE 
assessments were in the process of being prepared, this taxpayer has still not been 
assessed by the ITO. 
 
3.1.17 The ITO had received P8s up to tax year 2011-12 in 41 of the 50 individuals 
examined. However, only 6 of the 41 individuals had been assessed up to tax year 2011-
12. Figure 13 shows the latest P8 submissions of the remaining 9 taxpayers who had not 
submitted up-to-date P8s: 

Figure 13 
Tax Year of 

Last P8 
Submission 

Number of Individuals 

  2010-11 4 
2008-09 2 
2007-08 1 
2006-07 2 

 
3.1.18 36 of the 50 taxpayers reviewed had no payments outstanding. However, the 
remaining 14 individuals had a combined total of £0.53m of PAYE tax outstanding, of 
which 3 individuals owed more than £100k each; 2 individuals owed more than £50k 
each; 2 individuals owed more than £20k each; and 1 individual owed over £10k. 

3.1.19 Self-Employed Individuals - As I explained in paragraph 3.1.22 of last year’s 
report, references in the following paragraphs to “2010-11” refer to the prior year basis 
in accordance with the old Income Tax Act and “June 2011” refers to current year basis 
in accordance with the new Income Tax Act, 2010. 
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3.1.20 A follow-up review of 27 self-employed individuals mentioned in paragraphs 
3.1.26 to 3.1.29 of last year’s report revealed the following observations: 

• 1 transferred to PAYE; 

• 16 individuals had been issued with an assessment up to tax year 2011-12. Of these, 
3 had been issued with an “estimated” assessment; and the remainder were issued 
with “normal” assessments; and 

• the remaining 10 had all been assessed up to tax year 2010-11 or June 2011. Of 
these, 2 had been issued with a “subject to examination” assessment; 1 with an 
“estimated” assessment; 1 with a “return submitted not accepted” assessment; and 
the remainder were issued with ‘normal’ assessments. 

Of the 26 individuals the accounts submitted were as follows: 

• 22 self-employed persons had submitted accounts up to June 2012; 

• 3 self-employed persons last submitted accounts for 2010-11; and 

• the remaining self-employed person had last submitted accounts for the tax year 
2007-08. 

Of the 26 individuals the income tax returns submitted were as follows: 

• 23 self-employed persons had submitted income tax returns up to June 2012; 

• 2 self-employed persons had submitted income tax returns up to June 2011; and 

• 1 self-employed person had not submitted income tax returns since tax year 2008-
09. 

 
3.1.21 Figure 14 shows the latest position regarding the last tax assessment of the total 
number of registered self-employed persons as at 31 January 2013. 

Figure 14 
Last Tax Year Assessed No. of Individuals 

    Not Assessed  34  
2007/08  20  
2008/09  39  
2009/10     67  
2010/11  484  
2011/12  1,660  
2012/13  2  

Total  2,306  
 
Note: Of the 34 individuals shown as “not assessed”, 30 commenced as self-employed individuals on or after 1 July 
2011. 
 
3.1.22 Figure 15 overleaf depicts by profession the tax situation, as at 8 March 2013, of 
the 27 self-employed individuals featured in paragraphs 3.1.26 and 3.1.28 of last year’s 
report. The table highlights the differences between the latest declared income 
submitted by these self-employed persons and the latest assessments issued by the ITO. 
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Last Declared 
Income received by 

Income Tax  

Last Assessment 
Issued by Income 

Tax 
  

Cessation 
Payment on 

Account 
   

  
Tax 
Year  Amount  

Tax 
Year  Amount  Done Paid 

            
 

Lawyers 
         Case 1 11/12   £163,481  

 
11/12 

 
 £115,265  

 
No Yes No 

Case 2 11/12   £31,799  
 

11/12 
 

 £14,339  
 

Yes Yes Yes 
Case 3 11/12   £52,136  

 
June-11 

 
 £45,152  

 
Yes Yes Yes 

Case 4 11/12   £61,499  
 

June-11 
 

 £71,131  
 

Yes Yes Yes 
Case 5 11/12   £82,182  

 
June-11 

 
 £56,942  

 
Yes Yes Yes 

Case 6 11/12  1  £371,855  11/12  £364,209  Yes Yes Yes 
Case 7 11/12  1   £68,316  

 
11/12 

 
 £68,316  

 
No Yes Yes 

Case 8 11/12  1   £93,180  
 

11/12 
 

 £109,900  
 

Yes Yes No 
Case 9 Transferred to PAYE on 1 January 2011  2   
Case 10 11/12  2  £73,107  11/12  £73,107  No Yes Yes 
Case 11 11/12 2   £39,115  

 
June-11 

 
 £43,974  

 
Yes Yes Yes 

Case 12 10/11  3   £118,451  
 

11/12 
 

 £127,768 
 

No Yes No 
Case 13 11/12  3 

 
 £59,914  

 
June-11 

 
 £76,989  

 
Yes Yes Yes 

             Dental 
 

 
 

 
 

 
    Case 1 11/12 

 
 £23,689  

 
10/11 

 
 £38,000  

 
No Yes No 

Case 2 11/12 
 

 £60,479  
 

11/12 
 

 £60,479  
 

No Yes Yes 
Case 3 11/12 

 
 £57,998  

 
11/12 

 
 £57,998  

 
No Yes Yes 

Case 4 11/12 
 

 £25,000  
 

11/12 
 

 £25,000  
 

Yes Yes Yes 
Case 5 11/12 

 
 £27,676  

 
June-11 

 
 £25,645  

 
Yes Yes Yes 

            
 

Architects 
         Case 1 11/12 

 
£18,495  

 
10/11 

 
- 

 
No Yes Yes 

Case 2 Jun-11  4 
 

 £29,169  
 

11/12 
 

£23,438  
 

Yes Yes Yes 
         

 Medical Practitioners        
Case 1 11/12 

 
 £25,209  

 
11/12 

 
 £25,209 

 
No Yes No 

           
 Doctors          

Case 1 07/08  5 
 

 £26,615  
 

11/12 
 

 £71,500  
 

No Yes No 
         

 Accountants        
Case 1 11/12 

 
 £91,922  

 
11/12 

 
 £94,052  

 
Yes Yes Yes 

Case 2 11/12 
 

 £39,068  
 

11/12 
 

 £39,068  
 

Yes Yes Yes 

 
        
 Businessman        

Case 1 11/12 
 

 £33,277  
 

10/11 
 

 £34,011  
 

No Yes Yes 
            

 Taxi Driver          
Case 1 Jun-11  £13,500  Jun-11  £26,834  Yes No Yes 
            

 Driving Instructor          
Case 1 11/12  £6,944  11/12  £5,947  No No Yes 

Figure 15 
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Notes: The assessments shown in Figure 15 are the latest assessments issued to the self-employed individuals 
sampled. 

1 Formerly Cases 7 to 9 of the Lawyer’s category in Figure 15 of last year’s report. 
2 Formerly Cases 11 to 13 of the Lawyers’ category in Figure 15 of last year’s report. 
3 Formerly Cases 1 and 2 of the Lawyer’s category in Figure 16 of last year’s report. 
4           Formerly Case 4 of the Architect’s category in Figure 15 of last year’s report. 
5           Formerly Case 2 of the Doctor’s category in Figure 15 of last year’s report. 
 
3.1.23 The position as at 8 March 2013 regarding the latest submissions of tax returns 
and/or accounts by the 26 self-employed individuals sampled and the last estimated 
assessment issued by the ITO was that: 

• only 3 individuals had not submitted accounts and tax returns since the last audit 
review reported in paragraph 3.1.27 of last year’s report, an improvement, which, 
as mentioned in the previous year’s report, can again be attributed to the 
introduction of the Income Tax Act, 2010; 

• 7 of the 26 individuals submitted a reduction in their declared incomes from that 
submitted and reported in paragraph 3.1.27 of last year’s report. In 1 case the 
reduction in income was nearly £52k; 

• in 1 case, the assessment issued by the ITO was the same as reported in Figure 15 
of paragraph 3.1.26 of last year’s report; and 

• 6 individuals had not paid their corresponding payments on account and had 
incurred a 10% surcharge for failure to pay their first instalment of 2012-13. In 
addition, 1 individual had outstanding payments due since 2006-07, owing a total of 
£176k and another individual owed £52k since 2010-11, both cases incurred 
penalties and surcharges for non-payment. 

 
3.1.24 Special Exercise - An exercise is carried out every year directed at specific 
groups of professionals and individuals with the aim of establishing whether reasonable 
income is declared. This year’s exercise focused on fitness instructors and other 
individuals believed to be receiving income from organising sport related and leisure 
activities. 
 
3.1.25 Many of these individuals use Government-owned facilities; such as school 
gymnasiums, sports halls, the ice skating rink and the swimming pool; to conduct these 
activities. In most cases the use of these Government facilities is free of charge with all 
utility expenses paid for by Government. There is the added cost to Government of 
overtime payments to school caretakers and pool attendants for manning these facilities 
after hours and the cost of electricity and water. 
 
3.1.26 The review focused on a sample of 12 individuals believed to be deriving 
income from organising sports and leisure related activities for the general public. It was 
evidenced that out of the 12 selected only 3 actually declared income related to these 
activities, the remaining 9 did not declare nor paid income tax on the earnings made 
from these activities. 
 
3.1.27 4 of these individuals are registered as self-employed individuals with the ITO, 1 
appears not to be working at all, whilst the other 7 are registered as PAYE individuals. 
The review revealed that out of the 12 taxpayers sampled: 

• 2 of the registered self-employed individuals declared income from organising 
these activities as their sole source of income. Of these, 1 individual had tax 
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payments outstanding of £19,765 since tax year 2006-07. This individual has 2 
agreements for the payment of income tax outstanding dating back to 2010; 

• 2 individuals had not submitted accounts or tax returns since registering for self-
employed status with the ITO in 2008. 1 individual owed £1,677 since tax year 
2010-11 and the other had income tax outstanding of £3,558 since tax year 2008-
09; 

• 1 individual appears to be unemployed; 

• 1 PAYE registered individual had declared extra income supplementary to the 
employment income regarding these sports and leisure activities. This individual 
only declared a ‘trade’ income of £210.47 for the tax year 2009-10; 

• 1 PAYE registered individual declared an unemployed status in his tax return for 
the tax year 2012-13; and 

• 5 PAYE registered individuals declared no supplementary income whatsoever. 
 
3.1.28 The information highlighted above has been passed to the Commissioner with a 
view for ITO to follow-up the audit findings.  

3.1.29 Self-employed Outstanding Payments on Account - An analysis of the 
outstanding payments on account due on 31 January 2013, in respect of self-employed 
individuals as at 7 February 2013 revealed that a total of 735 individuals had 
outstanding payments of £1.69m. Figure 16 below shows that 91 (12.4%) of the self-
employed individuals had outstanding payments representing 65.2% of the total: 

Figure 16         

  No. of 
Individuals Level of debt Amount owed % Debt 

 425 £1,000 or less £160,003 9.5% 

 219 Between £1,001 and £5,000 £428,530 25.3% 
  91 Over £5,000 £1,103,355 65.2% 
Total 735   £1,691,888   

 
3.1.30 As at 8 February 2013, a total of 319 self-employed individuals had outstanding 
payments on account due on 30 June 2012 totalling approximately £0.70m. Figure 17 
below highlights that 35 (11.0%) of individuals had outstanding payments representing 
61.1% of the total: 

Figure 17       

  No. of 
Individuals Level of debt Amount owed % Debt 

 193 £1,000 or less £101,817 14.5% 

 91 Between £1,001 and £5,000 £171,740 24.4% 
  35 Over £5,000 £430,370 61.1% 
Total 319   £703,927   

 
3.1.31 An analysis carried out on 1 February 2013, graphically illustrated in Figure 18, 
highlighted that £7.03m (53.3% of the aggregate debt of £13.18m)1

                                                 
1 The £13.18m of self-employed income tax arrears includes “due after” sums (Section 39 of the Income Tax Act, 

2010 refers) amounting to £0.05m. 

 was owed by only 
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110 (6.8%) self-employed persons with individual arrears in excess of £25k. This 
compares to £7.12m (i.e. 56.1% of the aggregate debt of £12.69m) owed by 125 (9.0%) 
self-employed individuals on 1 February 2012: 

  Figure 18 

 
3.1.32 Of the 1,629 self-employed individuals owing arrears, 172 or 10.6% owe £1 or 
less.  Of these, 22 individuals owe £0.01. 
 
3.1.33 Notwithstanding my concern at the excessively high debts accumulated over a 
number of years by a very small number of individuals with high incomes, the 
Commissioner confirmed that the ITO continues robustly addressing this issue. 
 
3.1.34 Figure 19 below highlights the pre-action letters, Claim Forms and Supreme 
Court Judgements obtained in respect of self-employed taxpayers with arrears for the 
financial year 2011-12 and the period 1 April 2012 to 16 February 2013. A pre-action 
letter offers self-employed individuals a 14-day time limit to contact the ITO in order to 
regularise their tax affairs or enter into an agreement for the repayment of the arrears 
due. There are few Supreme Court Judgements obtained, as taxpayers upon receiving a 
Claim Form normally either regularise their position or enter into an agreement to settle 
their debts. 

Figure 19  

 Financial Year 
2011-12 

1 April 2012 
to 

16 February 
2013 

Total 

Pre-action letters issued 280 55 335 
Claim Forms issued 7 47 54 
Supreme Court Judgements obtained 10 0 10 

 
3.1.35 Qualifying, High Net Worth and Category 2 Individuals - A review undertaken 
on 21 March 2013 of all accounts under these categories showed that 130 registered 
active taxpayers’ accounts had outstanding tax arrears of £2.63m. Conversely, 112 
inactive accounts had outstanding tax arrears of £1.98m. Some of these active and 

Total Number of  
Self-Employed Individuals 

Total Arrears in respect of 
Self-Employed Taxpayers 

Analysis showing the percentage of 
Self-Employed taxpayers with 

arrears exceeding £25,000 

6.8% 

46.7% 

Analysis showing that 53.3% of the total arrears 
due is owed by Self-Employed taxpayers with 

arrears exceeding £25,000 

93.2% 53.3% 
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inactive accounts had tax outstanding dating back to tax year 1996-97.  Figure 20 below 
shows the percentage distribution by tax year of the arrears for Qualifying, High Net 
Worth and Category 2 Individuals for all active accounts: 

Figure 20 

Tax Year/s  Tax 
Outstanding 

Percentage of Tax 
Outstanding 

1996-97 to 2008-09  £97,304 3.7% 
2009-10  £218,464 8.3% 
2010-11  £545,010 20.7% 
2011-12  £1,075,804 40.8% 
2012-13  £697,339 26.5% 

Total  £2,633,921  
 
3.1.36 Return of Expenses, Perquisites and Benefits (P10s and P10As) - The 
Commissioner sends returns to all employers in respect of each tax year, requiring the 
submission of a return of directors and employees who have been in receipt of any 
expenses, perquisites or benefits, together with details of the nature and amount of 
benefits received in each case in accordance with the provisions of Schedule 7 of the 
Income Tax Act, 2010. Under the new Act the employer needs to differentiate between 
benefits whose tax has been paid by the employer (form P10A) and those whose tax will 
be paid by the employee (form P10). The Commissioner will not require a return of 
benefits with a total value of less than £250 in any year of assessment in respect of any 
employee and tax shall not be charged on any employee in respect of benefits below this 
figure in accordance with paragraph 73 of chapter 9 of Schedule 7 of the Income Tax 
Act, 2010. 1,287 P10 returns were submitted to the ITO during tax year 2001-12. 
 
3.1.37 Income Tax Arrears - The arrears position as at 31 December 2012 was that the 
combined arrears of Income Tax and Corporation Tax totalling £34.58m decreased by 
£0.96m since 31 March 2012.  The decrease was as a result of a decrease in Self-
employed, Individuals and Corporation Tax arrears of £1.19m, £0.48m and £0.39m 
respectively. On the other hand, Employers’ PAYE deductions increased by £1.10m 
during the same period. Figure 21 depicts the overall arrears position as at 31 December 
2012, showing the amounts due after 31 December 2012: 

Figure 21  
  

31-Dec-12 
 Of which is 

Due After 
31-Dec-12 

     Assessments on:     
  Individuals   £6,235,418  £139,038 
  Self-Employed  £10,710,447  £21,210 
  Companies  £6,356,824  £57,594 
  £23,302,689  £217,842 
Tax due from Employers’     
- PAYE deductions  £11,272,486 

 
 - 

Total Arrears  £34,575,175  £217,842 
 
Note: The arrears shown in Figure 21 include estimated assessments totalling £8,559,367 (Companies - £3,500,578; 
Self-employed - £4,089,797; and Individuals - £968,992), of which £43,082 (Companies - £36,554; Self-employed - 
£2,669; and Individuals - £3,859) are due after 31 December 2012 and included in the “Due After” column. 
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3.1.38 Income Tax Arrears Section (ITAS) - Arrears repayment agreements expressly 
require debtors to be up-to-date both with instalments and with all other payments due 
and owing to the government for the duration of the agreements.  Monitoring of 
agreements to ensure that agreements and current payments are up-to-date is performed 
by the ITAS on a monthly basis since February 2005. 
 
3.1.39 A test examination was carried out on 6 February 2013 on a sample of 15 
companies with agreements with the ITAS. The companies sampled had a combination 
of Corporation Tax, PAYE and Social Insurance agreements. The examination revealed 
that: 

• 10 of the companies were up-to-date with their arrears agreement payments and 3 
of these were not up-to-date with their current Corporation Tax payments; 

• 5 of the companies were not keeping to their agreement instalment due dates, of 
which 2 were not up-to-date with the current Corporation Tax payments. 
Furthermore, no evidence was found that the ITAS was following-up the non-
payment of instalments by any of these companies; 

• of the above 5 companies, 3 companies were 2 months overdue in paying their 
agreement instalments, 1 company was 3 months overdue and the remaining 
company was 4 months overdue; and 

• none of the companies examined had their agreements cancelled. 
 
3.1.40 Corporation Tax Payments on Account - A review conducted on 8 February 
2013 of companies owing Corporation Tax payments on account due on 30 September 
2012 revealed that a total of 231 companies had outstanding payments on account 
totalling £1.21m of which 2 had outstanding amounts of over £100k, with 1 company 
owing a total of £0.75m (62.0% of the total debt). Figure 22 below highlights that 
£1.08m (89.3%) of the total outstanding payments on account was owed by only 15 
(6.5%) companies. 

Figure 22  

 No. of  
Companies 

Level of debt Amount owed % of Debt 

 180 £1,000 or less £52,885 4.4% 
 36 Between £1,001 & £5,000 £76,446 6.3% 
 15 Over £5,000 £1,080,017       89.3% 

Total 231  £1,209,348  
 
3.1.41 A further review conducted on 6 March 2013 regarding companies with 
outstanding payments on account due on 28 February 2013 revealed that a total of 480 
companies had outstanding payments totalling £1.84m of which 4 companies owed over 
£100k, with 1 company owing £0.48m. Figure 23 highlights that 32 of the companies 
owed 82.0% of the total debt. 

Figure 23  

 No. of  
Companies 

Level of debt Amount owed % of Debt 

 349 £1,000 or less £105,068 5.7% 
 99 Between £1,001 & £5,000 £226,404       12.3% 
 32 Over £5,000 £1,509,464       82.0% 

Total 480  £1,840,936  
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3.1.42 Top 15 companies with arrears - An exercise carried out on 24 April 2013 to 
determine the 15 companies with the highest levels of Corporation Tax, Employers’ 
PAYE and Social Insurance arrears each revealed that these companies collectively 
owed a total of £13.09m, representing £4.98m in PAYE arrears, £4.91m in Social 
Insurance arrears and £3.20m in Corporation Tax arrears. 
 
3.1.43 Figure 24 below provides a breakdown of the outstanding amounts owed by the 
highest 9 companies in respect of Employers’ PAYE and Social Insurance: 

Figure 24 

 

Employers’ 
PAYE 

Arrears 

Social 
Insurance 
Arrears 

Total 
Arrears 

Company 1 £692,787 £931,714 £1,624,501 
Company 2 £870,325 £360,001 £1,230,326 
Company 3 £595,591 £305,870 £901,461 
Company 4 £364,113 £423,097 £787,210 
Company 5 £188,081 £464,551 £652,632 
Company 6 £338,864 £239,736 £578,600 
Company 7 £402,980 £171,277 £574,257 
Company 8 £151,795 £244,342 £396,137 
Company 9 £147,486 £163,102 £310,588 
Total £3,752,022 £3,303,690 £7,055,712 

 
3.1.44 The exercise brought to light that: 

• of the highest 15 companies owing Corporation Tax arrears, the top company owed 
£1.37m and the second highest company owed £0.36m. The remainder owed 
between £87k and £187k. Additionally, 1 company owing £87K had arrears since 
tax year 1992-93; 

• the top company with Employers’ PAYE arrears had amounts outstanding since tax 
year 2001-02; and 

• of the highest 15 companies owing Social Insurance arrears, the top company owed 
£0.93m. The second highest company owed arrears of £0.47m since 1995. 

 
3.1.45 An examination of the status of each of the companies in arrears revealed that: 

• 8 of the top 15 companies owing Corporation Tax arrears were in the process of 
having their accounts reviewed by the ITO, 3 were awaiting authority to write-off 
their debts, 1 was in the process of being liquidated, 1 company had partly paid off 
their debt and 1 company was under investigation. The ITO had obtained a 
charging order against the last remaining company; 

• 7 of the top 15 companies owing Social Insurance arrears were awaiting authority 
to have their debts written-off, 3 were in the process of being liquidated, 3 were in a 
repayment agreement with the ITO and 1 company was having its debt reviewed. 
The remaining company was disputing the Social Insurance debt of £0.41m; and 

• 5 of the top 15 companies owing Employers’ PAYE arrears were in the process of 
being liquidated, 5 were awaiting authority to have their debts written-off, 3 had 
repayment agreements with the ITO, legal action had been instituted against 1 
company and 1 company had subsequently paid their debt in full. 
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3.1.46 I have commented in past reports on the number of 21-day statutory demand 
notices issued by the Commissioner and the number of Claim Forms filed by the 
Commissioner with the Supreme Court for non-payment of Income Tax arrears since 
the previous period reported on. However, this year the information has not been able to 
be provided to me but the Commissioner assured me that in future the information will 
be extracted from a database, which he intends to create. 
 
3.1.47 Social Insurance Contributions – Receipts - Total Social Insurance contributions 
collections during the financial year 2011-12 were £61.28m, an increase of £2.58m 
compared to £58.70m during the previous financial year. Total collections during the 
current financial year to 31 January 2013 stood at £51.72m.  
 
3.1.48 Social Insurance Contributions – Arrears - As I have commented in my last four 
reports, the Commissioner has only considered Social Insurance contributions arrears 
from April 2007 onwards, including prior arrears that are within existing arrears 
agreements. Notwithstanding that most of these debts now appear to have now become 
statute-barred, each time a company’s PAYE records are reconciled, the global arrears 
for the company are reviewed, including pre-April 2007 Social Insurance contributions. 
 
3.1.49 Arrears of Social Insurance contributions as at 31 March 2012 stood at £6.77m, 
a year-on-year increase of £0.61m compared to £6.16m as at 31 March 2011.  £1.87m 
(27.6%) of the arrears as at 31 March 2012 was from companies listed for winding up. 
The position as at 31 December 2012 was that these arrears increased by £1.47m to 
£8.24m, of which £1.72m (20.9%) of the arrears as at 31 December 2012 was from 
companies listed for winding up. 
 
3.1.50 The Commissioner informed me that the ITAS actively and systematically chase 
Social Insurance contributions arrears owed by self-employed individuals. Figure 25 
shows the number of self-employed individuals as at 25 March 2013 who had still not 
submitted their annual schedules of Social Insurance contributions since the ITO took 
over responsibility for the collection of Social Insurance contributions on 1 April 2007. 
Despite the excessive number of self-employed individuals not having submitted their 
annual returns, the Income Tax Compliance and Enforcement Section confirmed that 
863 reminder letters were sent for the tax year 2011-12. 

Figure 25 

Tax Year 
Number of Annual Returns of 

Self-employed Social Insurance 
Contributions 

    2007-07  286  
2007-08  354  
2008-09  417  
2009-10     431  
2010-11  557  
2011-12  865  

 
Note: 2007-07 denotes the period April 2007 to June 2007 (as a result of the reform and introduction of the Social 
Insurance Contributions System effective from 1 April 2007). 
 
3.1.51 Last year I mentioned that the management information generated by the Income 
Tax system was limited to arrears on a year-by-year basis only. The software has now 
been enhanced in order to generate global reports by contributor. 
 

 
46



PART THREE 
 

 

3.1.52 I have mentioned in previous reports of the Commissioner’s proposal to amend 
pertinent legislation in order to make directors and partners of companies personally 
liable in respect of arrears of Social Insurance contributions deductions made from 
employees, similar to existing provisions in the Income Tax (Pay As You Earn) 
Regulations in respect of Income Tax PAYE deductions.  I am informed by the 
Commissioner that the pertinent legislation is ready and should be enacted within the 
next couple of months.  
 
3.1.53 Income Tax Compliance and Enforcement Section - It is evident that noticeable 
improvements have been made by the Commissioner in his endeavour to control and 
reduce Employers’ PAYE deductions and Social Insurance contributions arrears. During 
the tax year 2011-12, the Compliance and Enforcement Section issued 236 7-day PAYE 
notice letters and between 1 July 2012 and 25 March 2013 a further 115 PAYE notices 
were issued for the tax year 2011-12.  Additionally, 30 P8 PAYE notices were issued 
for the tax year 2011-12 and a further 164 P8 PAYE notices were issued during the 
period 1 July 2012 and 25 March 2013. 93 summonses were issued for the tax year 
2011-12.  
 
3.1.54 In my previous report I stated that a list of 45 non-compliant employers had been 
published in the Gibraltar Gazette on 6 October 2011 in accordance with the provisions 
of Section 68 of the Income Tax Act, 2010 (Publication of details of failure to pay 
PAYE and Social Insurance). The Commissioner has prepared another list of 194 non-
compliant taxpayers and has recently written to them giving them the opportunity to 
regularise their debts by 5 July 2013, before publishing their details. 
 
3.1.55 General - As I have previously commented in past reports, notwithstanding the 
current level of arrears under his responsibility, the Commissioner’s efforts and progress 
over the past years in tackling issues related to compliance, enforcement and debt 
recovery in the various areas under his responsibility, have been noticeable.  However, 
it is important that the momentum is maintained and in some areas further developed in 
order to reduce the excessive level of Income Tax and Social Insurance contributions 
arrears. 
 
3.1.56 Audit Inspection - In paragraph 3.1.56 of last year’s report I explained that an 
audit inspection of the ITO revealed a number of observations for which I sought to 
write to the Commissioner on 11 August 2011. In last year’s report I drew attention to a 
number of issues that I considered of significance and commented that at the close of 
the report I had not received a reply from the Commissioner. However, I am glad to 
report that on 3 April 2013, I received a comprehensive and suitable reply from the 
acting Commissioner on all the points raised in my audit inspection memorandum. 
 
Treasury 
 
3.2.1 General Rates and Salt Water Charges Arrears - Arrears of General Rates and 
Salt Water Charges stood at £4.29m on 31 March 2012, an increase of £0.13m 
compared with the previous financial year’s arrears figure of £4.16m. However, there 
was an effective increase in arrears during the financial year of £0.36m, due to a total of 
£0.23m having been written-off during the financial year 2011-12 of debts deemed 
irrecoverable. The arrears position as at 31 December 2012 decreased from 31 March 
2012 by £0.12m to £4.17m, however, again as a result of £0.31m having been written-
off during the period 1 April 2012 to 31 December 2012 there was an effective increase 
of £0.19m in arrears. Penalties raised for the non-payment of accounts in accordance 
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with section 277(2) of the Public Health Act stood at £1.71m as at 31 December 2012 
equating to 41.0% of the total debt. 
 
3.2.2 The General Rates and Salt Water Charges arrears figure reported as at a year-
end has historically included an element of credits in respect of prepayments and/or 
overpayments made by tenants and/or payments made by tenants, which LPS has been 
unable to match to invoiced bills or allocate to specific accounts. This has been due to 
LPS’s computer accounting system automatically netting-off credits against outstanding 
accounts. However, the arrears figure reported as at 31 March 2012 did not, for the first 
time, include accounts in credit, as this facility was incorporated into the computer 
program. On the other hand, the arrears figure as at 31 December 2012 contains an 
element of credits, which was impossible to identify, as LPS did not provide the 
necessary lists at the time these were requested of them. 
 
3.2.3 The arrears position of £4.17m as at 31 December 2012 was mainly at the 
following stages of LPS’s arrears follow-up process: 

• £0.21m in respect of accounts owing the current and one quarter in arrears; 

• £0.32m in respect of 130 accounts with arrears repayment agreements; 

• 30-day notice letters had been issued to 30 account holders with a combined debt of 
£0.04m; 

• 14-day legal notice to pay letters had been issued to 113 account holders with 
collective debts amounting to £0.11m; 

• 54 accounts with combined debts amounting to £0.19m were at the different stages 
of summonses from pending to having been issued a first and even a second 
summons; 

• 255 account holders with collective debts totalling £2.35m had been issued with 
Orders to Pay by the Court for combined debts amounting to £1.62m, of which 3 
accounts alone owed £0.26m, £0.19m, and £0.10m respectively, but approval had 
not yet been granted by the Accountant General to enforce the Orders to Pay; 

• there were 4 accounts with combined debts totalling £0.08m, which were statute-
barred; 

• 24 accounts owing collective debts of £0.12m, which were awaiting action either 
from LPS or the Land Management Committee; 

• 11 accounts of companies with combined debts of £0.08m, which were in the 
winding-up process; 

• 12 companies and 1 group of companies owing a combined sum of £0.27m, which 
were in the process of being liquidated or have been liquidated; and 

• £0.12m collectively owed by 31 accounts, where the debts are considered 
irrecoverable from tenants and no action to recover the debts from landlords has 
been made, as the approval for the application of Section 272A of the Public Health 
Act has still not been granted. 

 
3.2.4 The remainder of the debt was mainly made up of account holders having 
applied for an exemption to pay General Rates and Salt Water Charges in accordance 
with the Public Health Act collectively amounting to £0.13m either because tenants 
were refurbishing their properties or because the account holder is a club, association or 
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society. However, once the exemption is approved the pertinent accounts are then 
credited. 
 
3.2.5 As I have explained in previous reports, notwithstanding that the Accountant 
General received approval on 26 November 2009 to grant LPS authority to execute 
Orders to Pay against recalcitrant rates debtors and the set-up of legal procedures was 
established in June 2010, final approval for the enforcement of Orders to Pay had still 
not been granted to LPS. 
 
3.2.6 I, once again, need to express my concern that the overall high arrears position 
will not improve unless effective recovery action is taken principally on arrears for 
which the Court has granted an Order to Pay.  The current course of action is 
ineffective, as the execution of such Orders against debtors is not proceeded with either 
because in the case of limited liability companies the process of liquidation or 
receivership has been commenced or in other cases because no approval is granted for 
the execution of distress warrants.  On 31 December 2012 there were 255 such accounts 
with arrears amounting to £1.62m of which 93 were inactive with a value of £1.00m. 
 
3.2.7 Of the 130 repayment agreements being administered by LPS on 31 December 
2012 with outstanding debts amounting to £0.32m, 79 referred to domestic accounts and 
the remaining 51 were commercial accounts.  Of these, only 17 cases were in default, of 
which 6 were domestic accounts and 11 were commercial accounts.  All 17 debtors had 
either been sent reminders to pay or issued with Court summonses. 
 
3.2.8 Ground and Sundry Rents Arrears - The amount outstanding in respect of 
Ground and Sundry Rents as at 31 March 2012 stood at £1.19m, an increase of £0.08m 
compared with the previous year’s figure of £1.11m.  On 31 December 2012 arrears had 
increased by £0.09m to £1.28m. 
 
3.2.9 An examination of the Ground and Sundry Rents arrears records showed that on 
31 December 2012, £1.01m (78.9% of the total arrears figure of £1.28m) was owed by a 
group of 62 tenants owing sums in excess of £5k, out of 872 tenants in arrears on that 
date. The customary aged debt analysis could not be performed, as LPS did not provide 
an aged debt analysis report during the period of the exercise.  
 
3.2.10 There were 82 tenants with a combined debt of £0.91m (71.1% of the total debt) 
as at 31 December 2012 with debts of over £1k and over 1 year old of which: 

• 16 commercial tenants collectively owing £0.39m of which 1 owed £0.11m; 

• 37 commercial and 3 residential tenants with a combined debt of £0.24m whose 
tenancies were statute-barred and the properties had either been repossessed by LPS 
or surrendered by tenants; 

• 10 residential tenants with a combined debt of £0.11m; 

• 10 private residential management companies collectively owing £0.16m; and 

• the remaining £0.02m was owed by 4 commercial and 2 residential tenants whose 
tenancies had, in 2 cases expired and were pending a rent review; in 2 cases the 
properties had been repossessed by LPS; in 2 cases the tenancies had expired; and 
in 1 case the property had been surrendered. 

 
3.2.11 A follow-up review carried out on 11 February 2013 of 37 of the 42 tenants 
holding residential accounts and 15 tenants holding commercial accounts, mentioned in 
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paragraph 3.2.9 of last year’s report, that had been referred to the Accountant General 
for the initiation of legal action on 18 July 2006 and 4 August 2006, revealed that: 

• 14 tenants with residential accounts had fully paid; 

• of the remaining 23 tenants with residential accounts, 18 tenants’ debts had 
increased, 4 tenants’ debts had reduced and 1 tenant’s debt had remained the same. 
However, legal action continues not to be taken against recalcitrant debtors; 

• of the 18 tenants whose debts had increased, 5 tenants had pending issues, 1 tenant 
was in dispute with LPS and the remaining 12 had not been chased because their 
debts were under £1k; 

• no further action had been taken by LPS to recover the debt of 1 tenant whose debt 
had remained the same; 

• of the 15 tenants holding commercial accounts, 3 tenants’ debts had increased, 10 
tenants had fully settled their arrears, 1 tenant’s debt had remained the same and 1 
tenant had paid part of the debt due; and 

• of the 3 tenants holding commercial accounts whose arrears had increased, LPS had 
sent a 14-day notice letter threatening legal action to 2 tenants and the remaining 
tenant had applied for a 5-year repayment agreement but LPS was waiting for 
authority from the Accountant General before entering into such an agreement. 
 

3.2.12 A review of LPS’s arrears recovery policy and procedures on a sample of 15 
tenants carried out on 11 February 2013 revealed that: 

• 4 tenants had pending issues with LPS; 

• 1 tenant was paying low monthly instalments towards the arrears under an 
agreement with LPS; 

• 14-day notice letters had been sent to 4 tenants; and 

• a decision was pending to write-off the debts of 6 tenants with inactive accounts. 
 
3.2.13 On 11 February 2013, LPS was administering only 3 repayment agreements of 
which 2 had defaulted. 
 
3.2.14 The last batch of 14-day notice letters issued to residential and commercial 
tenants owing rents in excess of £1k and with over 6 months of arrears was carried out 
in November 2012. This exercise is not carried out regularly because there is no follow-
up legal procedure to recover the arrears if tenants continue to default.  Legal action is 
carried out by either referring to the Court or proceeding to forfeit leases and repossess 
premises after having obtained the relevant legal advice. 
 
3.2.15 The total amount of ground rent reductions received by private residential 
estates during the financial year 2011-12, which relate to expenditure incurred in 
connection with works carried out in any year on the embellishment, maintenance and 
improvement to their respective housing estates, was £0.07m.  Amounts owed by 
private housing estates pending rent reductions as at 31 March 2012 stood at £0.11m 
and the amount due by these entities as at 31 December 2012 increased by £0.04m to 
£0.15m. 
 
3.2.16 Central Arrears Unit (CAU) - The CAU’s main function is the monitoring and 
supervision of the collection of public moneys and the recovery of arrears of revenue by 
government departments, agencies and authorities. The CAU’s role is also to conduct 
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reviews on a regular basis to ascertain that government departments and entities 
implement effective monitoring and review procedures in dealing with arrears and to 
ensure that they take timely reminding action and carry out proper follow-up of arrears 
repayment agreements with the aim of reducing the level of historic arrears and to curb 
the escalation of new arrears. 
 
3.2.17 A recent review to ascertain whether the CAU was actively carrying out its 
intended role brought to light that its function continues to be diluted, mainly attributed 
to a reduction in resources, and hence there is no proactive engagement in order to 
ensure that government departments and entities have robust arrears recovery 
procedures. Liaison between the CAU and government departments and entities in 
discussing and evaluating departmental monitoring and follow-up of arrears procedures 
and in assessing weaknesses in departmental systems of arrears control continues to be 
very limited. 
 
3.2.18 I must express my concern that government departments and entities are not 
prioritising their arrears collection and monitoring function, mainly due to a lack of 
resources. I continue to be of the view that a much greater effort is required by both the 
CAU and government departments and entities to maintain effective monitoring and 
systematic follow-up action in respect of the collection of moneys under their 
responsibility, in order to bring arrears generally under control. 
 
3.2.19 Gibraltar Coinage – Circulating Coins - The value of Gibraltar circulating coins 
at the end of the financial year 2011-12 stood at £9.08m, compared to £8.32m at the end 
of the previous financial year, an increase of £0.76m.  The Gibraltar circulating coins 
figure by denomination as at 31 March 2012 is shown hereunder in Figure 26: 

Figure 26 
Coins in Circulation  Value 
     24,107 x £5  £120,535.00 

164,421 x £2  £328,842.00 
5,960,045 x £1  £5,960,045.00 
1,624,609 x 50p  £812,304.50 
3,881,958 x 20p  £776,391.60 
5,005,519 x 10p  £500,551.90 
7,524,545 x 5p  £376,227.25 
4,734,357 x 2p  £94,687.14 

11,220,328 x 1p  £112,203.28 
    £9,081,787.67 

 
3.2.20 Sales of Gibraltar commemorative coins during the financial year 2011-12 was 
£10,339 by the Treasury Department compared to £6,438 during the previous financial 
year. 
 
3.2.21 Royalties on Coin Sales - During the financial year 2011-12 there was a 
significant decrease in royalties compared to the previous financial year. The main 
reason provided to me by the Treasury Department was that the downward trend was 
mainly due to poor sales of a number commemorative coin issues. 
 
3.2.22 Royalties received from the sale of Gibraltar commemorative coins during the 
last five years are shown overleaf in Figure 27: 
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Figure 27 
Financial  Royalties Received 

Year  by Government 
   2007/08  £128,035 

2008/09  £179,141 
2009/10  £41,826 
2010/11  £55,697 
2011/12  £9,529 

    
3.2.23 As I have mentioned in previous reports, the position remains that the downward 
trend for the past three financial years against the preceding two financial years is partly 
attributable to a reduction in the number of new issues of commemorative coins, the 
type of coin issue and also to increases in costs to the Mint as a result of rises in the 
price of base and precious metals used in the manufacture of the coins. In addition, as I 
highlighted in paragraph 3.2.21 of this report, the decrease in royalties this year has 
been compounded by poor sales in a number of coin issues. 
 
3.2.24 The contractual commitment whereby the Mint guaranteed an agreed amount in 
royalty payments in the first year of the contract was not met by the end of the year in 
question. However, the Treasury Department extended the time frame and the Mint paid 
the majority of the remaining royalty payments by the end of March 2013.   
 
Human Resources 
 
3.3.1 Management of Leave Records and Sickness Absence in Government 
Departments, Statutory Authorities and Agencies - In previous reports I have expressed 
my concern at the generally below acceptable standards in the management and 
maintenance of leave records by government departments and my request for the 
Human Resources Department to take decisive and corrective action in this important 
administrative area; such as meeting with representatives from all government 
departments to advise on all management of leave issues and also provide appropriate 
courses in leave management. 
 
3.3.2 In the latest reply received from the acting Human Resources Manager on 8 
April 2013, I am informed that meeting departments with a view to discuss areas of 
concern regarding the management of annual and sick leave was completed months ago 
and that the Human Resources Department continues to guide and assist departments on 
all issues related to annual and sick leave. 
 
3.3.3 New Public Service Code - I have also continued to ask the Human Resources 
Manager since my last report for an update regarding the review of General Orders with 
a view of introducing a new Public Service Code and the acting Human Resources 
Manager in her last communication on 9 April 2013 informed me that meetings were 
being held on a weekly basis under the auspices of the Review, in which good progress 
is being made by the appointed sub-group. However, the acting Human Resources 
Manager explained that it is a tedious and slow process due to many of the topics 
needing research and complete redrafting. 
 
3.3.4 Pensionable Offices and Pensionable Allowances - In my last two years’ report, 
I explained that I had written to the Human Resources Manager on 12 December 2005 
to request that he carry out the necessary amendments to rectify the numerous 
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pensionable posts and pensionable allowances that had not been declared pensionable in 
accordance with the provisions of Section 2 of the Pensions Ordinance (now Act).   
 
3.3.5 I also explained that in those instances where officers had retired from a post not 
yet declared pensionable, the view had been taken, and accepted by my predecessor and 
subsequently by me, that the pension award be processed and not delayed unduly 
because of the anomalous situation, on the strict premise that these posts and allowances 
be declared pensionable without further delay. I also highlighted that over five years had 
elapsed since my first contact with the Human Resources Manager and the proposed 
amended Pensionable Offices Notice and the Pensions (Allowances) Notice had still not 
been passed. 
 
3.3.6 In last year’s report I stated that at the close of my report the Human Resources 
Manager had informed me that he was at an advanced stage making the necessary 
arrangements in order to publish the Pensionable Offices Notice and the Pensions 
(Allowances) Notice. Unfortunately, the position remains the same as I reported last 
year; the Pensionable Offices Notice and the Pensions (Allowances) Notice have still 
not been published. 
 
3.3.7 Pensions and Gratuities - By agreement, all pensions and gratuities awarded 
under the provisions of the Pensions Act and the Parliament Act are pre-audited by the 
Gibraltar Audit Office. 
 
3.3.8 During the financial year 2011-12, 76 pension awards, excluding revised 
pension awards, were submitted for audit examination.  Of these, 9 were found to 
contain errors/discrepancies and were referred back to the Human Resources 
Department or the Treasury Department for correction prior to certification.  A total of 
90 gratuities were awarded during the financial year in question, of which 75 related to 
commutation on pension awards, 11 were gratuities paid on resignation from the 
Government Service, 2 were paid on termination of service in the public interest and 2 
were paid to the next-of-kin of officers who died in service.  Expenditure on gratuity 
payments under the Pensions Act and the Parliament Act for the financial year ended 31 
March 2012 was £5.73m compared to £7.06m during the financial year 2010-11. 
 
3.3.9 In addition, 2 pension awards were submitted for audit examination during the 
financial year 2011-12 in respect of officers who qualified for a pension on retirement 
under the existing provisions of the Pensions Act and were eligible to be granted an up-
rating of existing pensions taking into account all periods of public service irrespective 
of any breaks in service. 
 
3.3.10 Expenditure on pension payments for the financial year 2011-12 stood at 
£21.47m compared to £19.60m during the previous financial year.  The rise of £1.87m 
(9.5%) is accounted for by a cost of living increase of 3.8% applied to pensions on 1 
July 2011, by a net increase of 27 pensioners during the financial year and by additional 
expenditure on pensions incurred due to the amendment to the legislation referred to in 
paragraph 3.3.9. 
 
3.3.11 Under the Widows’ and Orphans’ Pensions Act (WOP’s), 1 new pension award 
was made during the financial year 2011-12, the same as the previous financial year.  
Expenditure on WOP’s pension payments for the financial year 2011-12 was £0.22m, 
the same as in the previous financial year.  There was an annual cost of living increase 
of 3.8% applied to WOP’s pensions on 1 July 2011. 
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3.3.12 During the financial year 2011-12, 1 pension award was made to a former 
government employee compared to none during the previous financial year.  
Expenditure on pension payments to former government employees for the financial 
year 2011-12 stood at £0.14m, compared to £0.12m paid in the previous financial year.  
The annual cost of living increase applied to pensions on 1 July 2011 was 3.8%. 
 
3.3.13 On 9 February 2012, the Pensions Regulations was amended in order to provide 
government employees entitled to a pension and gratuity in accordance with the 
Pensions Act the exercise of his/her option to: 

• a reduced pension together with a gratuity equal to twelve and a half times the 
amount by which such pension is reduced; or 

• a gratuity equal to twelve and a half times the amount of such pension. 
 
Hence, the previous limitation of a person exercising the option for a pension at the rate 
of not less than three-fourths of such pension together with a gratuity equal to twelve 
and a half times the amount by which such pension is reduced was abolished. 
 
Housing - Administration 
 
3.4.1 House Rents – Annual Reconciliation Statement - In last year’s report I stated in 
paragraph 3.4.1 that the House Rents arrears position as at 31 December 2011 was 
£4.08m, as received from the Housing Department on 1 March 2012. However, 
subsequent to the closure of my report, I received an amended statement of account as at 
31 December 2011 totalling £3.97m on 23 April 2012. 
 
3.4.2 House Rents collections for the financial year 2011-12 amounted to £2.95m, a 
decrease of £0.08m compared to the approved budget of £3.03m and a year-on-year 
increase of £0.43m. House Rents arrears stood at £4.04m on 31 March 2012, an increase 
of £0.28m compared with the previous financial year’s total arrears of £3.76m. The 
position as at 31 December 2012 was that House Rents arrears had again escalated by 
£0.29m to £4.33m. 
 
3.4.3 An examination of the House Rents reconciliation statement for the financial 
year 2011-12 revealed the following inconsistencies: 

• the figure for government payroll deductions brought to light a difference of 
£39,811 compared with the Treasury Accounting System; 

• adjustments in connection with General Rates and Salt Water Charges showed a 
difference of £388,984 against the Treasury Accounting System; and 

• the recovery of House Rents arrears through the Court of First Instance was 
reactivated during the year, amounting to £200, but was not included in the 
reconciliation statement. 

 
3.4.4 I must again stress that the above-mentioned differences are mainly as a result of 
the department’s continued failure to reconcile the department’s related accounting 
adjustments with the Treasury records. 
 
3.4.5 House Rents Arrears - Figure 28 overleaf shows the House Rents arrears 
position as at the end of the last eight financial years to 31 March 2012, after removing 
the sum of £394,969 written-off during the financial year 2005-06. 
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Figure 28 

Financial 
Year-End 

 House 
Rents Owing 

 Year-on-Year 
% Increase/(Decrease) 

     31/03/2005  £2,934,816               - 
31/03/2006  £3,134,145  6.79% 
31/03/2007  £3,259,862  4.01% 
31/03/2008  £3,508,556  7.63% 
31/03/2009  £3,460,915  (1.36%) 
31/03/2010  £3,536,299  2.18% 
31/03/2011  £3,764,341  6.45% 
31/03/2012  £4,041,868  7.37% 

      

 
3.4.6 The continued deterioration in the House Rents arrears over the past three 
financial years is evidence, once again, of the Housing Department’s ineffectiveness in 
managing and collecting House Rents arrears. This is also reflected in the Returns of 
Arrears of Revenue tables prepared by the Housing Department, which to date, still fail 
to state a breakdown of accumulated arrears for each year. 
 
3.4.7 Notwithstanding the Housing Department’s determination in reactivating the 
arrears interviews, which in my and the department’s view is the most direct and 
effective measure to deal with recalcitrant debtors and defaulters, the department has 
unfortunately shelved the re-introduction of the interview process due to other pressing 
matters and lack of human resources. However, the Housing Department has notified 
me that the creation of an Arrears Section is being contemplated. 
 
3.4.8 An examination of the accounts of tenants as at 18 January 2013 revealed that 
930 tenants had accrued arrears over £1k totalling £4.00m, of which £2.42m (60.5%) 
had been accrued by several tenants after they had signed agreements with the Housing 
Department for the payment of arrears of rent. As a comparison, 864 tenants had 
accrued arrears over £1k totalling £3.68m on 20 January 2012, of which £2.14m 
(58.2%) were accrued by several tenants after they had signed arrears agreements. 
 
3.4.9 It was noted that the number of tenants owing over £1k in rent who had been 
allocated a flat at Mid-Harbour Estate had more than doubled, rising from 31 to 64 from 
the previous review on 20 January 2012 to this year’s review on 18 January 2013, 
despite tenants being required to sign arrears repayment agreements prior to the 
allocation of flats at Mid-Harbour Estate. Only 3 tenants from the previous year’s list of 
31 tenants had reduced their debts below £1k. Hence during the period of the review, 36 
new tenants of Mid-Harbour Estate had accumulated arrears of over 1k, of which only 
18 tenants managed to reduce their arrears of rent during the period, with the remaining 
46 tenants’ debts increasing.  On 18 January 2013, tenants of Mid-Harbour Estate owing 
over £1k accounted for £226,317 of debts, compared to £172,252 on 20 January 2012, 
with the highest debtor owing £18,915 and the average arrears per household amounting 
to £3,536. 
 
3.4.10 The 64 tenants highlighted in the previous paragraph included 7 new tenants 
who had moved to Mid-Harbour Estate during the year. All 7 tenants moved in owing 
between £2,634 and £8,790, of which only 3 had reduced their arrears amount from one 
year to the other. As highlighted in point 3.4.7 of my previous report, the situation 
regarding a first-time tenant who at the time had never paid rent continued the same.  A 
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further review highlighted that a total of 27 tenants have never paid rent since moving to 
Mid-Harbour Estate. 
 
3.4.11   The Housing Department again failed to recover any arrears during the 
financial year 2011-12 through correspondence by mail. No letters were issued to 
defaulters, nor had any persistent defaulters been taken to the Small Claims Court, due 
to other essential issues taking priority and a lack of staff resources, except for only one 
single tenant, who was ordered by the Court to enter into a repayment agreement. 
 
3.4.12 The last time the Housing Department delivered letters by hand was during June 
2010 to 23 of the highest debtors, advising them that failure to enter into a repayment 
agreement would result in legal proceedings being instituted. The status as at February 
2013 was as follows: 

• 13 tenants had entered into repayment agreements, of which 4 were paying towards 
their arrears, 8 had defaulted on their arrears payments and 1 had managed to settle 
the arrears fully; 

• legal action was being considered against 4 tenants; 

• 2 tenants were to be followed-up via the Small Claims Court; 

• rent relief was assessed on 3 social cases, who had defaulted on their arrears 
payments; and 

• 1 tenant was deceased. 
 
3.4.13 An examination of the accounts of tenants with outstanding balances over £1k as 
at 21 February 2013 revealed that the top 30 debtors, collectively owing a staggering 
£0.43m, compared to £0.41m a year earlier, had balances ranging between £12k and 
£18k and are categorised as follows: 

• 21 tenants had entered into repayment agreements, of which 6 were making 
payments towards their debts, 1 tenant was encountering difficulties in honouring 
the terms of the agreement, 10 had defaulted, 3 were disputing the arrears amounts 
and 1 case related to a deceased tenant; and 

• 9 tenants had not entered into repayment agreements, of which 4 had never paid 
any rent, 3 had not paid any rent in the last 15 years and 2 had not paid any rent in 
over 3 years but less than 15 years. 
Note: 16 out of the above-mentioned 30 tenants had failed to attend their latest appointments with the Housing 
Department. 

 
3.4.14 The Housing Department recently notified me that during the financial year 
2012-13 a total of 64 arrears agreements had been completed amounting to £234,625. In 
addition, the department was in the process of introducing automated monthly advice 
letters to tenants in arrears who have no arrears agreements and to tenants defaulting on 
their existing arrears agreements. However, as I have previously expressed, I continue 
to be gravely concerned at the weak recovery action over many years and the lack of 
regular follow-up of tenants who do not comply with the terms and conditions of their 
respective arrears repayment agreements, which has contributed to the excessively and 
spiralling House Rents arrears. 
 
3.4.15 In my last two year’s reports, I commented that letters were issued to a number 
of government officers, offering them the facility to enter into repayment agreements in 
respect of their outstanding debts, and that as at 1 February 2012, only 12 employees 
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had authorised the deduction of arrears from their respective salaries. On 22 February 
2013, I received notification that nearly 51% of the individuals concerned had reduced 
their debts, since January 2011. However, the debts of 44% of the government officers 
had increased, whilst the debts of 5% of the remaining individuals had stayed the same. 
 
3.4.16 At the close of this report, the Housing Department’s intention to enter into the 
process of serving employers with directions for the recovery of judgement debts in 
accordance with the provisions of Section 13 of the Housing Act, 2007, should the 
officers continue to fail in their repayment of House Rents arrears, had not materialised. 
 
3.4.17 In last year’s report, I explained that Gibraltar Car Parks Limited had taken over 
the function of issuing parking permits and that an effective initiative, whereby tenants 
in arrears or in default of arrears repayment agreements would not be issued with 
parking permits by the Housing Department, had been lost. On 22 February 2013, I 
received confirmation that my recommendation that the Housing Department liaised 
with Gibraltar Car Parks Limited with a view to discuss the possibility of reactivating 
this effective arrears collection measure, would be considered. 
 
3.4.18 I explained in my last three years’ reports that I had requested from the Principal 
Housing Officer information on the latest position regarding the arrears of “former 
tenants” totalling £0.37m.  As I commented in last year’s report, a representative for the 
Principal Housing Officer explained that the further information requested by the 
Financial Secretary before authority could be granted to write-off the sum of £86k, 
pertaining to deceased tenants deemed irrecoverable, had still not been obtained due to 
understaffing issues.  The officer also notified me that no further progress had been 
made regarding work to identify other categories of “former tenants”. At the close of 
this report both these issues continued to be unresolved. 
 
3.4.19 Unoccupied Government Housing - The value of rents of unoccupied 
government housing for the financial year 2011-12, according to the department’s 
records, stood at £360k (representing 7.1% of the Rent Roll total), an increase of £199k 
from the previous year’s value, representing more than a twofold increase of the rental 
value of unoccupied government housing from the previous year. The Voids List for the 
week commencing 14 January 2013 showed that 319 of the properties in the Rent Roll 
were on that date classified as voids, compared to 394 for week commencing 16 January 
2012 representing a 19.0% decrease from the previous year.   
 
3.4.20 Of the Voids List for the week commencing 14 January 2013, 32 properties 
remained vacant for periods of less than 20 weeks, 53 remained vacant for periods 
between 20 weeks and a year and 234 for periods over a year. 
 
3.4.21 Out of the 348 void properties on 6 March 2013, 80 properties (23.0%) were in 
the refurbishment programme and 268 properties (77.0%) were deemed to be in a state 
of disrepair and not expected to return to the Rent Roll. The Housing Department’s 
failure to agree void lists figures between the Technical Section and the Rent Collection 
Section has resulted in continued variances, which stood at 33 properties at the time of 
the exercise. 
 
Gibraltar Law Courts 
 
3.5.1 An audit inspection of the Gibraltar Law Courts to March 2013, once again, 
highlighted deficiencies and inconsistencies mainly in the accounting system and 
control procedures. I hereunder depict the main areas of concern from my audit 
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inspection memorandum to the Chief Executive on 10 April 2013. However, the Chief 
Executive understandably was unable to reply before the closure of this report on 30 
April 2013. 
 
3.5.2 Payment Vouchers - I informed the Chief Executive that an examination of a 
sample of payment vouchers with a view to verify the adequacy regarding the 
preparation, maintenance and compliance with relevant Government instructions and 
proper charge, revealed misallocations between departmental sub-heads; limited or no 
supporting documentation contained in payment vouchers; and the settlement of a 
number of payments due were in excess of the prescribed period between receipt of 
invoices and payments effected. 
 
3.5.3 Contractual Arrangements - I mentioned to the Chief Executive that a review of 
the contractual arrangements with service providers revealed there was no contract 
formalising the arrangements with an office cleaning provider and recommended to him 
that the service be appropriately formalised. 
 
3.5.4 Admiralty Marshal - I explained to the Chief Executive that an examination of 
the Admiralty Marshal process had revealed a number of major inconsistencies relating 
to the management and accounting system. I submitted to him a comprehensive list of 
the inconsistencies, which ranged from the receipts of the initial cheque deposits paid by 
the claimants’ solicitors being placed in the respective files and not remitted to the 
relevant solicitors; overtime worked by officers authorised by the Admiralty Marshal to 
carry out arrests were not duly certified; overtime paid not taxed at source by the 
Admiralty Marshal; no documented evidence of the Admiralty Marshal’s authority to 
make payments and transfers within bank accounts; no visible evidence of invoices 
having been authorised for payment and invoices not certified; no evidence of 
appropriate backups being carried out of the electronic records; and no separation of 
duties between the Admiralty Marshal and the assisting clerk. I informed the Chief 
Executive that in the latter case, in most instances the Admiralty Marshal was 
personally involved in most transactions and then carried out the monthly reconciliation 
of the cash book, bank account and ledger accounts.  
 
3.5.5 I informed the Chief Executive that in my view and as a result of the control 
inefficiencies of the system, in which two major underpayments were detected, and two 
further cases were detected by the new Admiralty Marshal, that the management and 
maintenance of the Admiralty Marshal records clearly fell well below acceptable 
accounting standards, as well as the basic internal controls, which were evidently not in 
place. 
 
3.5.6 However, I communicated to the Chief Executive my satisfaction that the 
incoming Admiralty Marshal had made significant inroads during his short time. 
 
3.5.7 Legal Aid Scheme - I informed the Chief Executive that an examination of the 
Legal Aid Scheme could not be properly carried out, as a result of the previous 
Registrar resigning from her post and the new incumbent taking up post a few months 
later and the clerks having limited knowledge of the administration of the Scheme. 
However, I reported to him that a sample selection of legal aid/assistance cases revealed 
inconsistencies in the charge out rates between the former Registrar’s approved rate and 
the sums paid. I also recommended to him that the Legal Aid Book and Legal Aid 
Payment Book records be computerised in order to facilitate quick access to cases from 
both records regarding queries in respect of payments made by lawyers of each case. I 
further explained that a computerised system would also enhance the maintenance of the 
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legal aid payments in date order whilst also enabling the sorting into court case order, 
which would then be easily agreed against the Legal Aid Book. 
 
3.5.8 Supreme Court Fund - I drew the Chief Executive’s attention to the fact that an 
examination of the Supreme Court Fund ledger revealed, once again, incomplete 
information in the individual accounts; the accounts had not been reconciled since 2010; 
and no evidence to show that the ledger had been reconciled with the Treasury records.  
I stressed to him that there appeared to be a lack of information and knowledge as to 
which accounts were still active and which accounts had closed. 
 
3.5.9 Administrator General’s Account - I highlighted to the Chief Executive that I 
remained very concerned about the fact that there was no evidence of progress 
regarding several issues that I had raised to the previous Registrar in June 2009 and that 
continued to demonstrate poor record keeping and control procedures, mainly relating to 
the Administrator General’s ledger being missing, the improper custody of files, the 
non-maintenance of the cash book and the non-submission to Treasury of a number of 
estates to be included in the Administrator General’s Account. I reiterated my concern 
regarding the risk of possible further mismanagement due to the fact that there had not 
been a proper hand-over between the previous and the current Administrator General 
and requested him to address these pressing issues without further delay. 
 
3.5.10 Public Trustee’s Ledger - I drew the Chief Executive’s attention that despite 
repeated reminders, the legacy payments in accordance with the charitable bequest 
under the will of one Estate had still not been paid out since March 2005. 
 
3.5.11 Court Register - I informed the Chief Executive that an examination of the cases 
heard during the month of July 2012 at the Adult, Juvenile and Family Courts revealed 
seven separate occasions where a series of cases were missing in the Court Register; 
two instances where the case numbers had been duplicated; and four misfiled cases. I 
also stressed to him that, as I had previously highlighted in my audit inspection report in 
August 2009, the computer program was malfunctioning and consequently I was 
concerned that reliance could not be placed on its control procedures and that there is no 
proper audit trail of the system. 
 
3.5.12 Fixed Penalty - I explained to the Chief Executive that the computer system 
allowed amendments to be made to records of payments without leaving an audit trail of 
the changes or having a transaction history and, that once an amendment was made to a 
payment entry, the amended record would show the payment date as the day when the 
amendment was made instead of when the payment was in fact originally made. I 
informed him that this resulted in a mismatch between the date in the receipt and the 
date recorded in the database, which could complicate reconciliation of fines from the 
receipts to the database and Till Book. I also stated to the Chief Executive that the 
information, including receipt numbers, needed to be manually recorded into the 
computerised system and, therefore, I recommended to him to explore the possibility of 
issuing computerised receipts, given the large volume of fines the Court dealt with. 
 
3.5.13 I informed the Chief Executive that the computer system had not been 
programmed to produce end-of-day reports, which would enable daily reconciliations to 
be performed between the takings and the Till Book and that presently, reconciliations 
were only performed between the Till Book and the takings, at the time of banking. In 
the case where these do not balance, the receipts would have to be individually checked 
and any missing entries would be recorded and hence dated on the day of the 
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reconciliation. I, therefore, asked the Chief Executive the latest progress regarding the 
development of the new computerised system. 
 
3.5.14 Fines Database - I highlighted to the Chief Executive that an examination of the 
Fines Database revealed that at the end of 2011 there had been 41,029 fines payments 
recorded in the database, but that the last sequential number recorded was 41,703, 
implying a total of 674 missing paid records in the database. In addition, I emphasised 
that at the end of 2011, a total of 39,544 outstanding fines were recorded in the 
database, whilst the last sequential number recorded of these fines was 40,230, again 
indicating a total of 686 missing outstanding fines records in the database. Finally, I 
informed him that I was gravely concerned that the system permitted the manipulation 
of records by officers with access to the database, who were able to completely remove 
information on fines and payments from the database and even have a settled fine 
become outstanding again, without leaving a transaction history. 
 
3.5.15 Praecipes - I recommended to the Chief Executive that in future unpaid invoices 
relating to the Praecipe service should be duly reported as an arrear of revenue in the 
return submitted to the Accountant General and copied to the Principal Auditor in 
accordance with government accounting instructions, as these outstanding court fees 
had not previously been reported as an arrear of revenue. 
 
3.5.16 Maintenance of Leave Records - I explained to the Chief Executive that an 
examination of leave records revealed a high number of multiple discrepancies in most 
of the leave files sampled.  These ranged from multiple annual leave forms not signed as 
either recommended or approved or both; incorrect number of annual days deducted; an 
annual and sick leave record could not be found; incorrect sick leave days deducted in 
the sick leave record; and the uncertificated sick leave balance not completed in the sick 
leave record. 
 
3.5.17 I pointed out to the Chief Executive that the findings demonstrated that the 
management and maintenance of annual, sick and special leave records was not 
receiving the necessary attention and importance that it required and drew his attention 
to the Human Resources Manager’s circular to all Heads of Department dated 14 March 
2007 and specifically to his last paragraph thereof, to the effect that Heads of 
Department were required to ensure strict adherence of relevant regulations and 
procedures. 
 
3.5.18 Office Inventory - I emphasised to the Chief Executive that an examination of 
the office inventory could not be performed because the office inventory register had 
not been prepared for the refurbished new Gibraltar Law Courts building and requested 
that he notify me when the register was updated. 
 
3.5.19 Telephone Usage - I explained to the Chief Executive that an exercise of the 
Gibraltar Law Courts’ telephone external usage for three months revealed a substantial 
number of landline telephones with insignificant or no usage; and a mobile telephone, 
which could be subscribed to a more cost beneficial rental option. I emphasised to him 
that, notwithstanding the fact that the review revealed reasonable usage, the use of 
landline and mobile telephones, for local and international calls, should be closely 
monitored and controlled to minimise the possibility of inappropriate use; that all 
mobile rental options be reviewed to assess the most cost beneficial rental option; and if 
the telephone lines with insignificant or no usage were not required, he should consider 
disconnecting them. 
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Police 
 
3.6.1 On 9 October 2012 I wrote to the Commissioner of Police detailing a number of 
observations brought to light during an audit inspection carried out in the Police 
Department up to August 2012.  I hereunder draw attention to the areas that I considered 
of major importance together with the Commissioner’s views and comments received 
on 29 November 2012. 
 
3.6.2 Payment Vouchers - I informed the Commissioner that an examination of a 
sample of payments charged to the Police Department’s expenditure during the financial 
years 2011-12 and part of 2012-13, with a view to verify the adequacy regarding the 
proper charge and also the preparation, maintenance and compliance with relevant 
Government instructions, revealed a number of discrepancies, mainly regarding 
inconsistency in allocating specific expenditure between a number of expenditure 
subheads; incorrect allocation of expenditure of a capital nature to recurrent 
expenditure; a number of payments not being a correct charge on public expenditure; 
and the settlement of a number of payments due were in excess of the prescribed period 
between receipt of invoices and payments effected. The Commissioner noted and 
concurred with the majority of the audit observations highlighted and, where possible, 
agreed to make the necessary adjustments. 
 
3.6.3 In addition, I emphasised to the Commissioner that the review had highlighted 
inconsistencies in travel expenditure ranging from limited or no supporting 
documentation contained in payment vouchers; no information related to the 
expenditure contained in payment vouchers; and high costs incurred in flights and hotel 
accommodation. I strongly recommended that all travel arrangements be channelled 
through the Accounts Section in order to exercise proper and sufficient control in this 
area of expenditure. The Commissioner provided me with the reasons for the high costs 
incurred in flights and hotel accommodation, accepted those payment vouchers not 
containing documentation or information as an oversight and confirmed that a travel 
policy would soon be implemented. 
 
3.6.4 Office Inventory - I notified the Commissioner that, notwithstanding assurances 
provided to me by his predecessor that instructions had been issued to all relevant 
parties to maintain their respective office inventory records up-to-date and that a dip 
sampling regime had been implemented, it transpired that at the time of the audit 
inspection, the majority of the inventory records were last updated in 2010. I also 
pointed out to him that a sample selection of items held in one of the sections verified 
against the office inventory ledger revealed a number of discrepancies. The 
Commissioner confirmed that a force wide inventory programme would be carried out 
in order to comply with the provisions of the pertinent government instructions.  
 
3.6.5 Motor Vehicles - I pointed out to the Commissioner that instructions issued to 
police officers to obtain fuel receipts detailing the vehicle registration number, to enable 
the Accounts Section to verify invoices submitted by the fuel contractor, were not being 
strictly adhered to. An examination to verify the checks carried out by the Accounts 
Section on invoices in connection with refuelling from the contracted company’s petrol 
stations established that over 33% of the invoices sampled did not contain supporting 
fuel receipts. The Commissioner confirmed that no invoices would be passed for 
payment until all corresponding receipts were duly matched. 

 
3.6.6 Stores and Uniforms - I notified the Commissioner differences in a high number 
of cleaning materials and uniform and protective clothing items physically checked 

 
61



PART THREE 
 

 

against the stock register.  The Commissioner confirmed that both the stores and 
uniforms and protective clothing ledgers had been updated and reconciled and that 
suitable accommodation was being sought in order to comply effectively and efficiently 
with government stores instructions. 
 
3.6.7 Telephone Usage - I explained to the Commissioner that a review of the 
department’s external telephone usage for four months revealed a substantial number of 
landline and mobile telephones with insignificant or no usage; a significant number of 
landline and mobile telephones with high external usage; the fact that a high number of 
mobile telephones were subscribed to unlimited internet access; a number of mobile 
telephones were being purchased by way of contract over a twenty four-month period; 
and a considerable number of landline and mobile telephones had international calls.  
 
3.6.8 I emphasised to the Commissioner that the use of landline and, in particular, 
mobile telephones both for local and international calls should be closely monitored and 
controlled to minimise the possibility of inappropriate use. I explained to him that, 
notwithstanding the nature of the Police’s work, management should analyse whether 
there was a need for so many landline and mobile telephones to have international call 
access and, where not required, have them barred. I also recommended to him that 
telephone lines should be periodically checked to ensure which were required and those 
that were not should be disconnected; and that mobile rental options should be reviewed 
to ensure that the mobile subscription option is the most beneficial and economical for 
the level of usage. Finally, I asked him whether it was essential for so many mobile 
telephones to have internet access at a considerable annual cost; and the purpose of 
purchasing high value mobile telephones. 
 
3.6.9 The Commissioner explained that a review of all telephone lines would be 
carried out to ascertain need and usage parameters; and that work was in progress in 
order to find efficiency savings. He further informed me that the present level of 
international usage was fully justified to support their operational and organisational 
requirements; and all telephones with high usage were valid due to the nature of their 
work. 
 
3.6.10 Meals for Officers - I brought to the Commissioner’s attention the fact that none 
of the payments examined contained information regarding the reason for the meals and 
most did not record the names of the officers nor the approval by a senior officer in 
connection with officers’ meals, despite assurances by his predecessor. The 
Commissioner confirmed that although instructions had been issued to the entire 
organisation, a dip sample highlighted non-adherence by a number of individuals and, 
as a result specific instructions were re-issued, which would be monitored forthwith. 
 
3.6.11 Sickness Absence - I informed the Commissioner that a review carried out 
concerning the level of sickness absence of police, administrative and industrial grades 
revealed that the level of sickness absence by police officers was generally at an 
acceptable level. However, I explained to him that because the sickness level of a 
number of officers had been quite high, this contributed to the overall level of sickness 
absence per officer being at an average of 12.6 days per year, compared to 11 days for 
the previous exercise performed in May 2007. 
 
3.6.12 I highlighted to the Commissioner that the level of sickness absence by 
administrative staff and industrial employees was an excessive 13.2 days per year and a 
staggering 29.8 days per year respectively. However, both sectors had improved from 
the previous review from 18.3 days per year and 45.7 days per year respectively. 
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3.6.13 I further explained to him that at the time of the exercise, there were 6 police 
officers, 1 administrative officer and 1 industrial employee who were in the sick leave 
half-pay category; 5 police officers and 1 administrative officer who had over 140 days 
sick leave in a 4-year period; 9 police officers and 2 administrative officers had between 
100 and 140 days sick leave in a 4-year period; 3 police officers with less than four 
years’ service had surpassed 60 sick days, of which 1 had reached 71 sick leave days 
with slightly over two years’ service, and 1 administrative grade reached 118 sick leave 
days with less than 3 years’ service. 
 
3.6.14 I informed the Commissioner that I was glad to note that the uncertificated sick 
leave (USL) was generally well under control, except for 1 administrative officer who 
had reached 10 USL days in a 12-month period. 
 
3.6.15 I mentioned to him that excessive sickness absence can have a serious negative 
impact both on the cost and the delivery of the service being provided and that it was, 
therefore, important to ensure the adoption of good practices in sickness management to 
maintain absenteeism at an acceptable level. I further emphasised to him that, 
notwithstanding the fact that the police Health Welfare Officer maintained meaningful 
contact with officers when on sickness absence and that the Police had adopted a 
process of documented return to work interviews, which was considered as the most 
effective absence management tool, there were a number of other effective initiatives 
that could be employed, if not already in operation, as an aid to curb high levels of 
sickness absence such as: 

• issuing clear guidelines to assist line managers to manage sickness absence and to 
address issues related particularly with long-term sickness absence; 

• requiring line managers to examine and monitor sick leave records regularly; 

• notifying employees who exceed a certain level of USL during a 12-month period 
(where it was felt that USL was being abused the concession may be withdrawn, in 
which case the employee would be required to provide a doctor’s certificate for 
subsequent periods of USL absence); and  

• analysing sickness absence trends, such as the length and the cause, in order to seek 
to identify particular problem areas and better understand sickness patterns. 

 
3.6.16 The Commissioner noted my comments and assured me that my 
recommendations would be examined. However, he confirmed that the police 
proactively managed long-term sickness through regular engagement with the Human 
Resources Department; required line managers to examine and monitor sick leave 
through return to work interviews; notify officers about unacceptable levels of USL; and 
the production of sickness absence trends at operational and tactical level with a view of 
incorporating it force-wide. 
 
3.6.17 Minor Works - I informed the Commissioner that the practice of police officers 
carrying out minor works outside working hours and paid as overtime continued, 
despite the fact that I had informed his predecessor that it was standard practice for all 
government departments, agencies and authorities to channel minor works through the 
Government Minor Works Officer. I further emphasised my concern that the provision 
of overtime was strictly for overtime worked for police operational purposes and that 
overtime worked in connection with minor works, therefore, curtailed necessary 
operational overtime. 
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3.6.18 The Commissioner confirmed that the practice of using police officers outside 
normal working hours for minor works had been discontinued forthwith; that minor 
works were being channelled through the appropriate system; and that my concern had 
been noted. 
 
Fire Service 
 
3.7.1 An audit inspection of the Fire Service up to May 2012 brought to light a 
number of observations and hereunder draw attention to the findings I considered of 
greater importance, as reflected in my memorandum addressed to the Chief Fire Officer 
on 5 July 2012, accompanied by the Chief Fire Officer’s views and comments. 
 
3.7.2 Payment Vouchers - I informed the Chief Fire Officer that an examination of a 
sample of payments charged to the Fire Service’s expenditure, with a view to verify the 
adequacy regarding the proper charge and also the preparation, maintenance and 
compliance with relevant Government instructions, revealed a number of discrepancies, 
mainly regarding inconsistency in allocating specific expenditure between a number of 
expenditure subheads; incorrect allocation of expenditure of a capital nature to recurrent 
expenditure; and limited or no supporting documentation contained in payment 
vouchers. The Chief Fire Officer noted and concurred with the majority of the audit 
observations highlighted. 
 
3.7.3 Maintenance of Leave Records - I explained to the Chief Fire Officer that the 
annual leave application forms in use were not the appropriate form contrary to the 
provisions of government General Orders, as important information was not being 
recorded. In addition, I brought to his attention the fact that the annual leave entitlement 
of Fire Service senior officers had been overstated. The Chief Fire Officer informed me 
that he had corrected both anomalies. 
 
3.7.4 Payroll – Fire Control Operators - I emphasised to the Chief Fire Officer that a 
review of the fire control operators’ shifts pattern had revealed that there was a vast 
amount of overtime worked and paid to these officers, partly to cover a longstanding 
vacant post. The exercise also noted that the overtime frequency occurred much more 
on the night shift, which is 15 hours, than the day shift, which is 8 hours. The Chief Fire 
Officer, it seems overlooked to answer the former inconsistency but assured me that he 
would ensure that leave would be taken on equal day and night shifts as far as 
practicable. 
 
3.7.5 Payroll – Fixed Overtime Payments - I brought to the Chief Fire Officer’s 
attention the fact that an instruction from the Chief Secretary regarding a longstanding 
inconsistency in fixed overtime payments appeared to have been ignored. I informed 
him that I had written to the Human Resources Manager requesting him to regularise the 
position. The Chief Fire Officer informed me that the Government had contracted a 
review of the Fire Service and believed that this area would be evaluated as part of the 
review. In his reply dated 6 September 2012, the Human Resources Manager explained 
that, since the Fire Service would soon be subject to an external audit review, he would 
provide the Review team with all the necessary and available information and 
recommended awaiting the outcome of the review in order to determine the appropriate 
action required to be taken. At the close of this report, the inconsistency had still not 
been regularised. 
 
3.7.6 Payroll – On-Call - I informed the Chief Fire Officer that certain senior fire 
officers were granted one day a week off in exchange for being on on-call duty, despite 
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the fact that their salaries were enhanced for this purpose since 2001 and asked him for 
clarification of the unacceptable practice.  
 
3.7.7 Payroll – Conditioned Hours - I also informed the Chief Fire Officer that the 
audit team had established that office based fire officers were not adhering to the 
established conditioned hours and requested that he normalise the inconsistency. 
 
3.7.8 Since, I did not receive an adequate response from the Chief Fire Officer on the 
two inconsistencies identified I referred the matter to the Chief Secretary and Human 
Resources Manager acting on 5 February 2013 and 6 March 2013 respectively. The 
Human Resources Manager acting confirmed that in her view there were clear 
irregularities that had been established in the audit inspection and there was no need to 
investigate the issues in question for evidence. However, she informed me that she had 
written to the Chief Secretary and was awaiting further instructions before formally 
requesting the Chief Fire Officer to regularise the position. 
 
3.7.9 Substitution/Leave Exercise - I explained to the Chief Fire Officer that an 
exercise carried out matching absences of officers due to annual/sick/special leave and 
substitution duties, from substitution claim forms against officers’ annual/sick/special 
leave and substitution records revealed a number of discrepancies. I informed him that 
the inconsistencies mentioned demonstrated that not enough care was being exercised in 
the substitution process and that it was imperative that substitution claim forms be 
closely checked and should not be signed as checked until they had been agreed with 
the officer’s relevant leave records. The Chief Fire Officer agreed with the differences 
highlighted and confirmed that proper controls had been implemented. 
 
3.7.10 Motor Vehicles - I pointed out to the Chief Fire Officer that the insurance cover 
of a motor vehicle that had been disposed of continued to be active and informed him 
that an overpayment of nearly 3 years of insurance had been made. I, therefore, 
recommended that a tighter control be exercised in this area of work. The Chief Fire 
Officer confirmed the oversight. 
 
3.7.11 Telephone Usage - A review of the Brigade’s telephone usage revealed slightly 
high usage in a number of landline telephones and a number of landline and mobile 
telephones had international usage. However, I explained to the Chief Fire Officer that 
it was evident from the adequate overall level of telephone usage of the Brigade’s 
landline and mobile telephones, that telephone usage was being closely monitored and 
controlled. I also explained to him that notwithstanding the nature of the work of the 
Fire Service, management should analyse whether there was a need for the telephones in 
question to have international access. The Chief Fire Officer notified me that the 
telephones identified as high and which had international usage had been monitored and 
numerous telephones had been barred international access. 
 
3.7.12 Inventory - I pointed out to the Chief Fire Officer that generally it was noted that 
some officers in charge of their respective stores had either not had a proper handing-
over or were carrying out the duties on a temporary basis and were not placing enough 
care and attention to this area of responsibility and as a result a number of 
inconsistencies were identified such as inventory items not matching with the inventory 
ledgers; missing identification serial numbers on inventory items; unserviceable and 
obsolete items not disposed of; and inventory ledgers not up-dated. The Chief Fire 
Officer confirmed he would take action in order to correct all the anomalies highlighted. 
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Financial Services 
 
3.8.1 I wrote to the Principal Secretary (Ministry of Education, Financial Services, 
Gaming, Telecommunications and Justice) on 15 October 2012 highlighting a number 
of observations noted during an audit inspection carried out in the former Department of 
Enterprise and Development (now Financial Services) to August 2012, and hereunder 
draw attention to the areas that I considered of greater significance together with the 
Principal Secretary’s response. 
 
3.8.2  Payments - I informed the Principal Secretary that an examination of a sample 
of payments charged to the Department’s expenditure during the financial years 2010-
11 and 2011-12, with a view to verify the adequacy regarding the proper charge and 
also the preparation, maintenance and compliance with relevant Government 
instructions, revealed a number of discrepancies, mainly regarding inconsistency in 
allocating specific expenditure between a number of expenditure subheads; incorrect 
allocation of expenditure of a capital nature to recurrent expenditure; and the settlement 
of a number of payments due were in excess of the prescribed period between receipt of 
invoices and payments effected.  
 
3.8.3 The Principal Secretary explained that the delay in payments was partly due to 
the nature of the previous department’s functions, whereby one section was responsible 
for the preparation of payments for a number of departments, each with a different 
officer certifying invoices. However, he notified me that the operations had been 
streamlined and hence unnecessary delays should no longer be experienced. He further 
informed me that other reasons for the delays in payment were that at times invoices 
were received before the articles purchased had been delivered and in other cases 
invoices were contested. The Principal Secretary noted the other inconsistencies. 
 
3.8.4 Maintenance of Leave Records - I explained to the Principal Secretary that an 
examination of the department’s annual and sick leave records revealed a number of 
discrepancies, such as the incorrect number of annual and leave days deducted; an 
annual leave form not found; incorrect sick leave days deducted in the sick leave record; 
incorrect sick leave running balances; and a number of medical certificates and an 
uncertificated sick leave form not recorded in the sick leave records. The Principal 
Secretary noted the observations and confirmed adjusting the relevant leave records. 
 
3.8.5 Office Inventory - I brought to the Principal Secretary’s attention the fact that, 
despite my previous reports, office inventory records continued not being maintained in 
accordance with the provisions of the pertinent store instructions. The Principal 
Secretary confirmed having issued instructions for the inventory records to be 
maintained accordingly. 
 
Public Transport and Commercial Affairs 
 
3.9.1 I wrote to the Principal Secretary (Ministry of Tourism, Commercial Affairs, 
Public Transport and the Port) on 15 October 2012 highlighting a number of 
observations noted during an audit inspection carried out in the Public Transport and 
Commercial Affairs Department to August 2012. I hereunder draw attention to the areas 
that I considered of greater significance together with the Principal Secretary’s 
response. 
 
3.9.2 Administration of Licences - I informed the Principal Secretary that the Trade 
Licensing database continued to be maintained on a stand-alone computer in the 
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Licensing Section and no back-ups were carried out.  The Principal Secretary confirmed 
that the Trade Licensing database had crashed but the Information Technology and 
Logistics Department (IT&L) had been able to retrieve the data, which was entered into 
a temporary database. The Principal Secretary stated that IT&L were in the process of 
streamlining the Trade Licensing database. I subsequently wrote to the Principal 
Secretary requesting the latest development regarding the Trade Licensing database. At 
the close of this report I had not received a reply. 
 
3.9.3 Office Inventory - I emphasised to the Principal Secretary that the department 
was not maintaining an office inventory record in accordance with the provisions of 
Government Stores Instructions. 
 
Information Technology and Logistics 
 
3.10.1 An audit inspection carried out in the Information Technology and Logistics 
Department up to 31 March 2012 brought to light a number of observations and I sought 
to write to the Director, Information Technology and Logistics on 1 June 2012.  I 
hereunder draw attention to the areas that I considered of greater importance together 
with the Director’s comments received on 11 February 2013. 
 
3.10.2 Payment Vouchers - I brought to the Director’s attention that an examination of 
a sample of payment vouchers with a view to verify the adequacy regarding the 
preparation, maintenance and compliance with relevant government instructions and 
proper charge, revealed a number of discrepancies, mainly regarding inconsistency in 
allocating specific expenditure between a number of expenditure subheads; incorrect 
allocation of expenditure of a capital nature to recurrent expenditure; and, in my view, a 
number of payments not being a correct charge on public expenditure. 
 
3.10.3 Office Inventory - I explained to the Director that, once again, notwithstanding 
the fact that he had confirmed to me in his two previous replies to the findings of the 
previous audit inspections of his intention to produce an office inventory ledger, the 
department had still not implemented an office inventory record contrary to the 
provisions of government stores instructions. I expressed my concern to him that high 
value items continued not being properly accounted for. Although the Director informed 
me that the situation regarding updating the office inventory register remained the same, 
he confirmed that most high value computer hardware items held by the department 
were included in the Government-wide IT Hardware Inventory. 
 
3.10.4 Government-wide IT Hardware Inventory - I also expressed my concern to the 
Director that an updated inventory record of the government-wide IT hardware was not 
being maintained and the fact that high value items were not being properly accounted 
for. The Director informed me that although a hardware inventory is maintained for 
equipment in the Government Secure Intranet (GSI), he did not have resources to 
maintain an inventory record of equipment outside the GSI. However, he stressed that 
the situation was improving as departments were added to the GSI. 
 
Government Procurement Office 
 
3.11.1 Government Procurement Office - I have in a number of previous reports 
commented on the Government Procurement Office’s main responsibilities, which, inter 
alia, entail to co-ordinate all government purchasing, including government companies 
and statutory bodies, in accordance with government tendering procedures and 
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practices. The Government Procurement Office is also responsible for the supervision, 
monitoring and control of government contracts generally. 
 
3.11.2 I requested the Head of Procurement to inform me whether the control function 
of monitoring payments on a test basis to ensure that government departments were 
adhering to tender catalogues and complying with tender regulations is now carried out, 
as previously the former Head of Procurement had reported to me that this function 
could not be undertaken primarily due to the high turnover of staff; staff shortages at a 
management level; the continual training of new staff in the field of procurement; and 
the increased complexity of government tenders, which is placing a strain on resources. 
However, despite several reminders, the current Head of Procurement had not 
responded to my request. 
 
3.11.3 I have also commented in past reports that, notwithstanding the Chief 
Secretary’s instruction to the effect that government tender procedures should also 
apply to wholly-owned government companies, agencies and authorities, the Head of 
Procurement has, in the past, informed me that this function could not be performed.   
The former incumbent had informed me in March 2012, that she was in the process of 
seeking to circulate an updated instruction across public service departments, including 
wholly-owned government companies, agencies and authorities, and that she had met 
with one of the authorities concerned to express her concerns on the current 
procurement practices of that particular entity. However, despite several reminders 
directed to the current Head of Procurement to inform me whether this function was 
now being adhered to, I had not received a reply. 
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Audit and Certification of Accounts of Statutory Bodies 
 
4.1.1 The accounts of the following organisations have been audited and certified 
since the completion of my report on the public accounts of Gibraltar for the financial 
year 2010-11: 

Organisation            
British Protestant Trust 

Accounts for Year-Ended 
31 December 2011 

British Protestant Trust 31 December 2012 
Care Agency 31 March 2012 
Gibraltar Electricity Authority 31 March 2012 
Gibraltar Heritage Trust 31 March 2012 
Gibraltar Port Authority 31 March 2007 
Gibraltar Port Authority 31 March 2008 
Gibraltar Port Authority 31 March 2009 
Gibraltar Port Authority 31 March 2010 
Gibraltar Port Authority 31 March 2011 
Gibraltar Regulatory Authority 31 March 2012 
Gibraltar Savings Bank 31 March 2012 
Gibraltar Sports and Leisure Authority 31 March 2009 
Housing Works Agency 31 March 2012 
Magistrates’ Poor Fund 30 September 2012 

 
4.1.2 The accounts of the following entities had not been certified by me by the close 
of this report, for the reasons explained in the following paragraphs: 

Organisation 
Borders & Coastguard Agency 

Accounts for Year-Ended 
31 March 2012 

Gibraltar Broadcasting Corporation 31 March 2009 
Gibraltar Broadcasting Corporation 31 March 2010 
Gibraltar Broadcasting Corporation 31 March 2011 
Gibraltar Broadcasting Corporation 31 March 2012 
Gibraltar Culture and Heritage Agency 31 March 2012 
Gibraltar Garrison Library Trust 31 March 2012 
Gibraltar Health Authority 31 March 2010 
Gibraltar Health Authority 31 March 2011 
Gibraltar Health Authority 31 March 2012 
Gibraltar Port Authority 31 March 2012 
Gibraltar Sports and Leisure Authority 31 March 2010 
Gibraltar Sports and Leisure Authority 31 March 2011 
Gibraltar Sports and Leisure Authority 31 March 2012 
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4.1.3 The draft accounts of the Gibraltar Broadcasting Corporation (GBC) for the 
years ended 31 March 2009 to 31 March 2012 were presented to me for examination 
during October 2012. On completion of my audit, the draft accounts were returned to 
GBC for amendments and signature by the Chairman of the Board of GBC. At the 
close of my report, I was awaiting formal submission of the said accounts for my 
certification. 
 
4.1.4 The accounts of the Borders & Coastguard Agency and the Gibraltar Culture 
and Heritage Agency had not been presented to me within seven months after the end 
of the financial year for auditing and certification, as required by Section 13(2) of the 
Borders & Coastguard Agency Act 2011 and Section 14(2) of the Gibraltar Culture 
and Heritage Agency Act 2011, despite reminders sent to the respective Chief 
Executive Officers. 
 
4.1.5 Draft incomplete accounts of the Gibraltar Garrison Library Trust for the 
financial year ended 31 March 2012 were presented to me in October 2012 for 
examination. At the close of this report, I was still awaiting relevant information in 
order to finalise my audit of these accounts before a duly amended and signed copy 
can be presented for my certification. 
 
4.1.6 At the close of this report, I was still waiting for a duly amended copy of the 
accounts of the Gibraltar Health Authority for the financial year ended 31 March 2010 
for my examination.   
 
4.1.7 The Gibraltar Sports and Leisure Authority had again not complied with the 
provisions of Section 15(2) of the Gibraltar Sports and Leisure Authority Act, 2002 
whereby the accounts of the Authority are required to be submitted to me for the 
purpose of auditing and certification within seven months after the end of the financial 
year to be audited. The accounts for the financial years 2009-10, 2010-11 and 2011-12 
had not been submitted to me for auditing and certification at the close of this report, 
despite repeated reminders. 
 
Audits of Government Agencies and Authorities 
 
4.2.1 The audit inspections of a number of Government Agencies and Authorities 
were carried out since my last report on these accounts. I hereunder draw attention to 
observations brought to the respective Chief Executives of those entities which in my 
view merited an explanation. 
 
Gibraltar Health Authority 
 
4.3.1 I decided last year to conduct the audit inspection of the Gibraltar Health 
Authority (GHA) on an on-going “rolling” basis, due to the magnitude and complexity 
of the operation, with an actual recurrent and capital expenditure of over £89 million 
and nearly £91 million during the financial years 2011-12 and 2012-13 respectively; 
the diversity of the services provided; budget holders across the different specialities 
controlling their respective expenditure; and a staff complement of over 900 in the 
financial year 2012-13. 
 
4.3.2 At the beginning of 2012, I wrote to the Chief Executive detailing the 
observations noted during the first of the “rolling” audit inspections covering seven 
areas. I subsequently wrote to the Chief Executive late 2012 with the observations 
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brought to light in two other areas. I hereunder highlight the areas I deemed of greater 
concern. 
 
4.3.3 Maintenance of Uniforms and Protective Clothing - I explained to the Chief 
Executive that a review of the system in the control of uniforms and protective 
clothing revealed that the audit examiner was unable to conduct a proper examination 
of the stocks of uniforms and protective clothing held by the various GHA 
departments, as was the case during the previous audit inspection in 2008, mainly as a 
result of the decentralised policy maintained by the GHA regarding the purchase, 
stock control and issue of uniforms and protective clothing, where one of the main 
issues was the inconsistency in the method of recording receipts and issuing of 
uniforms by each department.  
 
4.3.4 In addition, I informed the Chief Executive that the review revealed that the 
uniform stock ledgers of some of the departments were not up-to-date and did not 
maintain uniform issue registers for each individual; other departments did not 
maintain uniform stock ledgers; and one department only maintained a record of a 
receipt signed by the member of staff when the uniform is issued. 
 
4.3.5 I emphasised to the Chief Executive that it was evident from the review 
findings that there was clearly a need to introduce a standardised uniform stock control 
system. I explained to him that this control would assist in maintaining an adequate 
audit trail and, together with a centralised approach when purchasing uniforms, would 
allow for a more efficient and effective control of stock. 
 
4.3.6 In his reply, the Chief Executive informed me that he was content with a 
decentralised uniform and protective clothing process but agreed that an appropriate 
stock control system should be implemented. 
 
4.3.7 Maintenance of Motor Vehicles and Refuelling Expenditure - I pointed out to 
the Chief Executive that a review of the maintenance of motor vehicles revealed that 
the GHA’s Motor Vehicle Use Policy had still not been formalised and was still in a 
draft version dating back to 2006. The review revealed the absence of a number of 
controls, which should be evaluated in order to mitigate possible risks in areas such as 
management responsibilities, authorised driver responsibilities, fuel policy, health and 
safety, accident reporting procedures, disposal process, maintenance and 
environmental responsibilities. The Chief Executive confirmed that the suggested 
audit controls had been included in the draft Motor Vehicle Use Policy, which had 
been circulated to the Executive team and approved. 
 
4.3.8 I explained to the Chief Executive that not all GHA vehicles obtained fuel 
solely from the Government’s refuelling facility, that the GHA had an informal 
agreement with one of the petrol stations whose fuel prices were slightly higher than 
the other local petrol stations. Consequently, I recommended to him that refuelling 
from the specific petrol station as an emergency fuel supplier is assessed and, if 
selected, steps need to be taken to formalise the arrangement. The Chief Executive 
explained the reasoning behind using the particular petrol station only on occasions 
when the Government’s refuelling facility was closed. However, he informed me that 
he was liaising with GHA’s Corporate Services with a view to decide whether to 
request the Government Procurement Office to open a tender for a new contract for the 
supply of fuel or include the service in question in an existing Government contract. 
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4.3.9 Deposit Accounts - I informed the Chief Executive that a review of the GHA 
deposit accounts revealed that some remaining balances could not be matched to 
relevant patients’ accounts; and that a number of deposits had remained unclaimed 
over long periods. The Chief Executive confirmed that an exercise was underway to 
identify unclaimed deposits and match these to payments; and steps would be taken 
immediately to identify non-moving historical balances. 
 
4.3.10  Coin and Prepaid Card Operated Telephones - I explained to the Chief 
Executive that a review of the coin and prepaid card operated telephones for two 
months revealed that eight out of the nine prepaid card operated telephones had little 
or no usage and recommended the possibility of reducing the number of prepaid card 
operated telephones with a view of reducing the rental costs. The Chief Executive 
informed me that the GHA was in the process of replacing all prepaid card operated 
telephones with coin operated telephones, which would not incur either a line or 
equipment rental, as the telephones were owned by the GHA and would be setup on 
the GHA internal system. 
 
4.3.11 Telephone Usage - I informed the Chief Executive that a review of the GHA’s 
telephone usage during a three month period revealed high external usage in a number 
of landline and mobile telephones; and little or no usage in a number of landline 
telephones. I recommended that mobile rental options be reviewed to assess the most 
cost beneficial rental option. I asked whether a GHA mobile telephone policy existed 
and also whether telephone usage was monitored in order to minimise the possibility 
of inappropriate use. The Chief Executive confirmed that telephone usage was 
monitored and controlled on a monthly basis, although due to limited resources and 
onerous workloads, this task was at times delayed due to other more urgent priorities. 
He notified me that the GHA Business Development Team would be examining the 
introduction of a Mobile Phone Policy and that the audit recommendations would be 
taken into consideration when drafting the policy. Finally, he explained that the 
landline telephone lines with little or no use were telephones used for incoming calls 
as well as providing resilience and redundancy, as these telephone lines would remain 
operational in all essential areas when the GHA system failed, as these came direct on 
analogue to the GHA. 
 
4.3.12 Overtime and Substitution - I drew the Chief Executive’s attention to the fact 
that an exercise of a sample of overtime and substitution payments had revealed a 
number of procedural inconsistencies in the management control and recording of 
information as well as the claiming and payment of overtime to an officer who was 
suspected not having worked the overtime hours. The Chief Executive informed me 
that he would be writing to all Directors highlighting the audit findings and both his 
and my concern that the proper procedures were not being followed. He further 
affirmed that he would be instructing the Payroll Department to refuse payment on any 
submissions that did not meet the appropriate requirements. He agreed that he would 
continue monitoring the individual who had claimed and received payment and was 
suspected not to have worked the overtime hours and expressed his regret that the 
GHA had failed in some areas and reassured me of his determination to improve the 
situation in order to comply with best practice procedures. 
 
Gibraltar Sports and Leisure Authority 
 
4.4.1 A number of observations were noted during an audit inspection carried out in 
the Gibraltar Sports and Leisure Authority (GSLA) to April 2012, which highlighted 
deficiencies and inconsistencies mainly in the accounting system and inadequate 
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maintenance and control procedures. I wrote to the Chief Executive Officer (CEO) of 
the GSLA on 31 July 2012 requesting his views and comments on the findings.  
However, at the close of this report, the CEO had not replied to the audit inspection 
findings. I hereunder draw attention to the areas I considered of importance. 
 
4.4.2 Payments - I informed the CEO that an examination of a sample of payments 
charged to the Authority’s expenditure during the financial year 2011-12, with a view 
to verify the adequacy regarding the proper charge and also the preparation, 
maintenance and compliance with relevant Government accounting instructions, 
revealed a number of discrepancies, mainly regarding inconsistency in allocating 
specific expenditure between a number of expenditure subheads; incorrect allocation 
of expenditure of a capital nature to recurrent expenditure; limited or no supporting 
documentation contained in payment vouchers; overpayment of services provided; and 
the settlement of a number of payments due were in excess of the prescribed period 
between receipt of invoices and payments effected. 
 
4.4.3 Maintenance of Leave Records - I explained to the CEO that an examination of 
leave records revealed a high number of multiple discrepancies in 44.4% of the leave 
files sampled.  These ranged from incorrect annual leave days recorded in the annual 
leave records; incorrect running balances; annual leave for the same period requested 
and deducted twice; sick leave recorded incorrectly in the sick leave record, resulting 
in incorrect sick leave balances deducted; and no documentation to support a period of 
special leave. 
 
4.4.4 Maintenance of Motor Vehicles Records - I notified the CEO that a review of 
the motor vehicles’ records revealed that documentation was not correctly filed within 
each corresponding motor vehicle record; that there was missing documentation; that 
records were not maintained in an orderly manner; and in a specific case no report 
could be found on file documenting the accident suffered by a vehicle, which resulted 
in the vehicle being extensively damaged. 
 
4.4.5 Maintenance of Uniforms and Protective Clothing - I pointed out to the CEO 
that a sample examination of clothing issued to GSLA officers had again revealed that 
uniforms and protective clothing were not being issued in accordance with the 
provisions of the GSLA’s Collective Agreement. 
 
4.4.6 Office Inventory - I drew the CEO’s attention to the fact that the inventory 
ledgers were not being maintained in accordance with the provisions of the pertinent 
stores instructions and that a random sample test of inventory items revealed a number 
of discrepancies between the physical items and the inventory ledgers. 
 
4.4.7 Financial Assistance to Sports Associations - I explained to the CEO that a 
specific association continued receiving financial assistance, notwithstanding that the 
said association was specifically not considered a sport as specified in the criteria for 
recognition as a Sport in the guidelines for Sports Associations, Governing Bodies of 
Sport and Multi-Sport Organisations. I recommended to him, as I had previously done, 
that if the Gibraltar Sports Advisory Council considered the said association a worthy 
association for obtaining financial assistance, it would be appropriate to amend the 
criteria for recognition as a Sport clause accordingly. 
 
4.4.8 I further emphasised to the CEO that a sample of the governing bodies of sport 
examined to establish whether they had submitted the required information for 
financial assistance revealed that one association had not provided the expected 
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financial assistance bids for 2011-12 with the registration form; all governing bodies 
of sport in the sample selected had not submitted one of the application forms for 
financial assistance, which is required to be presented together with supporting 
documentation and proof of expenditure prior to the event taking place; one of the 
associations had submitted the required form after the event had taken place; and none 
of the governing bodies of sport had submitted the requisite form together with the 
relevant supporting documentation as required by the conditions of the guidelines for 
Sports Associations, Governing Bodies of Sport and Multi-Sport Organisations. 
 
4.4.9 Finally, I notified the CEO that a number of governing bodies of sport selected 
in the sample had their payments for Official International Competitions during 2011-
12 incorrectly allocated to Grants to Sporting Societies, instead of International 
Competitions. 
 
4.4.10 Sports Equipment Inventory - I informed the CEO of my grave concern that the 
sports equipment inventory lists, which were electronically maintained, had been lost 
due to a computer breakdown incident combined with an inadequate back-up system. I 
explained to him that this serious instance of loss of data demonstrated that the GSLA 
did not have in place adequate controls over its data. I, therefore, recommended to him 
that the GSLA’s computer and manual records and their respective controls be 
reviewed and appropriate measures taken to enhance the controls so that this 
occurrence was not repeated. 
 
4.4.11 Furthermore, I explained to the CEO that, despite a new sports equipment 
inventory lists being compiled, some of the lists were not yet on computer and were 
not generally found to provide sufficient details of the items of equipment. 
 
4.4.12 I also pointed out to the CEO that the Sports Development Unit (SDU) did not 
maintain a register of sports equipment, mainly used for the summer sports 
programme and which may be loaned out to other organisations, such as schools and 
governing bodies of sports during the rest of the year. I explained to him that the SDU 
purchased equipment to bring stock levels back to those required for the summer 
programme based on a stock count performed before the summer to ascertain numbers 
of equipment held by the SDU, even though there was the possibility that some 
organisations may not have returned borrowed equipment. I also informed him that the 
SDU was unable to accurately ascertain at any given time the quantity of each type of 
equipment in stock. I notified the CEO that the fact that the SDU did not maintain an 
equipment register represented a serious control weakness and I recommended to him 
that equipment and loan registers be immediately implemented and maintained. 
 
4.4.13 I emphasised my concern to the CEO that a test on a sample selection of items 
of equipment from the inventory lists held at the Victoria Stadium and Tercentenary 
Sports Hall revealed a 36.1% discrepancy rate and a further test carried out on a 
selection of items of equipment from different locations within the sports complex and 
checked against the records showed that 88.9% of the items were not recorded. 
 
4.4.14 Children’s Playgrounds and Exercise Parks - I informed the CEO that a test of 
the inventory at various children’s playgrounds and exercise parks could not be 
properly performed as the GSLA had, at the time of the audit inspection, not created 
inventory registers for them. I informed him that the non-maintenance of a playground 
and exercise park inventory register was a serious control weakness and, therefore, 
recommended to him that an inventory register be implemented and maintained. 
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4.4.15 Telephone Usage - I explained to the CEO that an exercise of the GSLA’s 
telephone external usage for a number of months revealed a number of landline 
telephones with insignificant or no usage; high external usage in a number of landline 
and mobile telephones; and a high number of landline and mobile telephones having 
regular international calls. I emphasised to him the importance that all mobile rental 
options be reviewed to assess the most cost beneficial rental option; that management 
should analyse whether there was a need for all landline telephones to have 
international access and, where this was not the case, have them barred; and if the 
telephone lines with insignificant or no usage were not required, he should consider 
disconnecting them. 
 
4.4.16 Contractual Arrangements - I mentioned to the CEO that a review of the 
contractual arrangements with a number of service providers revealed the non-
availability for audit inspection of the contract of a service provider; subsequent 
agreements made with another service provider had not been incorporated into the 
main contract; there was no maintenance contract for the upkeep of the playground 
equipment installed in the playgrounds; and there was no contract formalising the 
arrangements with another service provider. 
 
4.4.17 Public Liability Insurance - I recommended to the CEO that the GSLA should 
consider obtaining adequate public liability insurance in order to mitigate any financial 
liability that may arise as a result of the different types of use that the GSLA’s 
premises are put to and the various high risk activities that take place. 
 
4.4.18 I pointed out to the CEO that an analysis of the salary records of the GSLA for 
the financial year 2011-12 revealed that Sport and Leisure Officers were receiving 
substantial high levels of overtime payments. I highlighted to him that the GSLA’s 
total conditioned overtime amounting to £199,313 accounted for 14.9% of gross 
salary, and discretionary overtime amounting to £207,208 accounted for 15.5% of 
gross salary, and hence the overall overtime amounting to £407,502, which also 
included emergency overtime of £981, accounted for a staggering 30.5% of gross 
salary. I informed him that I was of the view that overtime should be better controlled 
in order to comply with the provisions of GSLA’s Collective Agreement. 
 
Gibraltar Port Authority 
 
4.5.1 I wrote to the Captain of the Port/Chief Executive Officer (Captain) of the 
Gibraltar Port Authority (GPA) on 18 May 2012, highlighting the observations noted 
during an audit review carried out of the GPA up to March 2012 and hereunder draw 
attention to areas I considered of greater significance, together with the Captain’s 
responses. 
 
4.5.2 Payments - I explained to the Captain that an examination of a sample of 
payments charged to the Authority’s expenditure, with a view to verify the adequacy 
regarding the proper charge and also the preparation, maintenance and compliance 
with relevant Government instructions, revealed a number of discrepancies, mainly 
regarding limited or no supporting documentation contained in payment vouchers; and 
a number of payments made by the previous Captain not being a correct charge on 
public expenditure. The Captain confirmed that he would ensure that no further such 
disbursements would be made from public funds and that all future payment vouchers 
would be duly supported. 
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4.5.3 Uniform Ledger - I pointed out to the Captain that a sample examination of the 
Uniform Ledger revealed that more attention needed to be placed in this area of work 
seeing that out of 16 items selected 13 had discrepancies. The Captain explained that 
the discrepancies had occurred as a result that there had not been a hand-over from the 
previous officer responsible for the maintenance of the uniform stock, who had 
already retired, to the new officer assigned to these duties, and that all differences had 
been adjusted in the Uniform ledger. 
 
4.5.4 Launches Log Books - I recommended to the Captain that the Port Maintenance 
Coordinator ensured on a daily basis that launches’ log books were being 
appropriately recorded, as it was evidenced by the audit examiner that there were 
instances where the daily fuel consumption was not recorded in the log books, to 
which the Captain confirmed that this check control had already been implemented. 
 
4.5.5 Passenger Charges - I explained to the Captain that a review of the passage 
charges system revealed a number of inconsistencies when applying discounts, which 
required to be addressed by implementing appropriate checks and more care being 
exercised; inconsistent information recorded in receipts; and incorrect entries in 
receipts, notwithstanding that the actual amounts invoiced appeared to be correct. I 
further pointed out that a high incidence of cancellations and credit notes issued had 
been detected, which undoubtedly increased the likelihood of errors. I recommended 
to him that greater care should be exercised when inputting invoicing information in 
the system to facilitate refund calculations. The Captain confirmed that the accounting 
system had been amended to automatically calculate fees and generate the invoices 
and hence the anomalies detected should not arise in future. 
 
4.5.6 Stores Ledger - I pointed out to the Captain that no inventory record of the Oil 
Spill Response equipment was maintained and recommended to him that an officer be 
made responsible and an up-to-date inventory list of the stores be maintained. The 
Captain confirmed that the Port Maintenance Coordinator would ensure that an 
appropriate control ledger be implemented. I also explained to him that the doors to 
one of the two containers where the Oil Spill Response equipment is kept was 
damaged and unlocked at the time of the audit inspection and recommended to him 
that the doors be repaired immediately to avoid the possibility of loss of the equipment 
in question. The Captain confirmed to me that the doors had been replaced, as the 
existing doors were beyond economical repair. 
 
4.5.7 Berthing Charges - I informed the Captain that at the time of the audit review a 
total of 178 vessels had expired Berthing licences and that in most cases the boats no 
longer existed or had been sold. I recommended that an exercise be carried out to 
remove all such vessels from the list, to which the Captain explained that a project had 
been implemented to ensure that all Berthing records were up-to-date. 
 
4.5.8 Reefer Distribution Charges - The Captain confirmed that a new process had 
been implemented in order to avoid errors such as the anomalies detected by the audit 
inspection on a sample of invoices checked. 
 
4.5.9 Bunkering Charges - I informed the Captain that only a small proportion of the 
sample of records examined contained the appropriate Customs declaration. I 
explained to him that it was imperative that the pertinent Customs declaration forms 
accompany every invoice, as a means of ensuring that the correct charge is applied and 
there is a proper audit trail. The Captain confirmed that the relevant Customs 
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declaration form now accompanied invoices and payments from Bunkering 
companies. 
 
4.5.10 Telephone Usage - I explained to the Captain that an exercise of the GPA’s 
external telephone usage for a number of months revealed a few mobile telephones 
with insignificant or no usage; high external usage in a number of landline and mobile 
telephones; and a high number of landline and mobile telephones having regular 
international calls. I emphasised to him the importance that all mobile rental options 
be reviewed to assess the most cost beneficial rental option; that management should 
analyse whether there was a need for all landline telephones to have international 
access and, where this was not the case, have them barred; and if the telephone lines 
with insignificant or no usage were not required, he should consider disconnecting 
them. The Captain responded by explaining that the mobile telephones with 
insignificant or no usage were required for operational reasons as a source of rapid 
contact; three of the months tested were immediately following the North Mole 
incident, which had an increase in activity; and regular reviews were carried out to 
determine the most appropriate mobile rental option and international usage. 
 
4.5.11 Purchases out of Tender - I expressed my concern to the Captain regarding 
previous practices of purchases having been made out of tender and recommended that 
relevant purchases be made via the Government Procurement Office. The Captain 
confirmed that the correct protocols for the purchase of items in accordance with the 
government tender thresholds had been introduced. 
 
Gibraltar Culture and Heritage Agency 
 
4.6.1 An audit inspection carried out in the Gibraltar Culture and Heritage Agency 
(GCHA) to August 2012 brought to light a number of observations.  I wrote to the 
Chief Executive Officer (CEO) on 18 September 2012 requesting his views and 
comments on the findings.  I hereunder draw attention to the areas I considered of 
importance, together with the CEO’s comments, who replied on 10 January 2013. 
 
4.6.2 Payments - I informed the CEO that an examination of a sample of payment 
vouchers with a view to verify the adequacy regarding the preparation, maintenance 
and compliance with relevant Government instructions and proper charge revealed 
multiple inconsistencies ranging from the incorrect allocation of expenditure of a 
capital nature to recurrent expenditure; limited or no supporting documentation 
contained in payment vouchers; no evidence that a selective tender process was carried 
out in a number of instances; no evidence that the requirement for purchase was 
carried out applying proper tender procedures; no evidence that two individuals 
providing on-going general maintenance and plumbing services had service level 
agreements; and the settlement of a substantial number of payments due were in 
excess of the prescribed period between receipt of invoices and payments effected.  
 
4.6.3 The CEO’s response was incomplete and limited to state that the misallocated 
expenditure would be corrected and confirmed that future payments would not be 
delayed. I, therefore, wrote to him on 25 January 2013, requesting a reply to the 
remainder of the queries. However, at the close of this report, and despite three further 
reminders, I had not received a reply. 
 
4.6.4 I explained to the CEO that a payment in respect of subsistence and hotel 
accommodation did not contain the hotel invoice attached to the payment voucher. 
The Chief Executive informed me that, as full subsistence had been paid the hotel 
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invoice was not required. In my memorandum of 25 January 2013, I explained that 
despite his response I wished to have sight of the cost of the hotel accommodation 
with a view to establish whether the subsistence paid was reasonable and appropriate. 
At the close of this report, and despite three further reminders, I had not received a 
reply. 
 
4.6.5 I expressed my concern to the CEO that a company whose directors are 
employees of the GCHA were providing staff cover to the GCHA and the company 
had charged an administration fee for the service. I subsequently asked the CEO what 
the overheads were to merit the administrative fee charged, as explained by the CEO 
in his reply. However, I have still not received a reply, despite three further reminders.  
 
4.6.6 I pointed out to the CEO that, despite previous assurances, copies of payment 
vouchers had not been submitted to the Commissioner of Income Tax of the numerous 
services provided and paid to individuals. The CEO confirmed that copies of the 
payments highlighted in the audit inspection report had been submitted to the 
Commissioner of Income Tax and that this procedure would be carried out for future 
related payments. 
 
4.6.7 Inventory Ledgers - I explained to the CEO that inventory ledgers had not been 
adequately maintained; that no inventory ledgers were being maintained for items held 
at Parson’s Lodge, the Archives and John Mackintosh Hall; that a number of items of 
furniture, computers and equipment purchased during 2012 had not been recorded in 
the respective inventory ledgers; and that periodic physical independent checks of 
items held in the different sites, other than for artworks held by the different 
departments, were not being carried out. The CEO confirmed that as part of an internal 
review the respective inventory ledgers would be updated and subjected to periodic 
physical checks.  
 
4.6.8 Contracts - I informed the CEO that two service providers did not have service 
level agreements and recommended to him that in both cases the services be 
formalised by way of appropriate tender procedures. The CEO submitted a copy of the 
maintenance agreement with one of the service providers and agreed to formalise the 
services provided by the second company. However, I subsequently informed the CEO 
that the maintenance agreement did not mention the fees payable for the service and 
requested a copy of the agreed fees. At the close of this report, and despite three 
reminders, I had not received a copy of the fees structure.  
 
4.6.9 Telephone Usage - I explained to the CEO that an exercise of the GCHA’s 
telephone external usage for three months revealed that a number of landline and 
mobile telephones had no usage; and three mobile telephones had high usage. I 
recommended to the CEO that telephone lines be periodically checked to ensure that 
they were required and those that were not should be disconnected; that mobile rental 
options be reviewed to assess the most cost beneficial rental option; and landline and 
mobile telephones, both for local and international calls, should be closely monitored 
and controlled to minimise the possibility of inappropriate use. The CEO notified me 
that he was currently reviewing all the GCHA telephone usage and agreed to 
implement my recommendations.   
 
4.6.10 Gibraltar Archives - The CEO explained that he was awaiting information 
regarding my enquiry on whether the investigation in connection with the missing 
documents in the Archives had been finalised. 
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4.6.11 Collective Agreement - I asked the CEO when the Collective Agreement 
between the Government, Unite and GCHA relating to the transfer of Civil Service 
and Knightsfield Holdings Limited staff to the GCHA, and the terms and conditions of 
employment of staff in the GCHA would be signed by the relevant parties, since the 
GCHA had come into operation on 8 September 2011. I recommended that the draft 
Collective Agreement be reviewed in order to address certain missing elements and 
inconsistencies in the agreement. The CEO informed me that the draft Collective 
Agreement was presently under review and the anomalies brought to his attention 
would be taken on board. 
 
Examination of Liquidators Accounts 
 
4.7.1 Since the completion of my last report on the annual accounts for the financial 
year 2010-11 on 15 March 2012, the liquidators’ accounts of companies in 
compulsory liquidation listed hereunder have been examined, up to the dates 
indicated, in accordance with the provision of Section 245(3) of the Companies Act: 

Company            
Aldgate Insurance Company Limited 

Accounts Audited Up To 
27 July 2012 

Calpe Bakeries Limited 14 May 2012 
Close & Marrache Limited 10 April 2012 
Close & Marrache Management Limited 10 April 2012 
Datatronix Limited 2 September 2011 
E.B.K. Holdings Limited 27 February 2012 
Greenwhale Limited 20 August 2012 
Kristy Secretarial Services Limited 17 September 2012 
One Up Services Limited 9 September 2009 
P.H.U. Interiors Limited 26 July 2012 
Reliance Insurance Brokers Limited 28 January 2012 
RLS Insurance and Financial Consultants Limited 21 March 2013 
Rock Financial Services Limited 22 January 2013 
Savignon Financial Services Limited 7 August 2012 
Tower Management Limited 26 July 2012 
Winson Properties Limited 23 September 2012 
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PART FIVE VALUE FOR MONEY 
AUDITS 

 
 
General 
 
5.1.1 The following Value for Money (VFM) reviews were conducted since the 
completion of my report on the public accounts of Gibraltar for the financial year 2010-
11: 

• A review of the Care Agency’s Catering Service; 

• A review of the Administrative Organisation of the Care Agency; 

• A follow-up review of Government’s Vehicle Fleet Management Strategy; 

• A follow-up review on the level of service providedby the Department of Social 
Security to the public; 

• A follow-up review on the level of service providedto the public by the Licensing 
Section of the Department of Transport – Vehicle, Traffic and Public Transport; 
and 

• A follow-up review on the level of service provided to the public by the PAYE 
Section of the Income Tax Office. 

5.1.2 The main objectives, findings and recommendations of the VFM studies are 
summarised hereunder. 
 
A Review of the Care Agency’s Catering Service 
 
5.2.1 Background to the review- The Catering Section of the Care Agency is headed 
by a Catering Manager who is responsible for all the catering requirements of the Care 
Agency. The Catering Section is comprised of 2 Senior Cooks, 2 Cooks and 1 part-time 
Cook, 5 Junior Cooks, 5 Kitchen Assistants and 7 Catering Domestics. The Catering 
Section is principally responsible for two main kitchens, at Mount Alvernia and at the 
Jewish Home. In addition, it is also responsible for the preparation of the lunch meals 
for the Tangier Views children’s care home. 
 
The duties of the Catering Section can be summarised under the following two 
categories: 

• the procurement and distribution of food and drink supplies for the Care Agency; 
and 

• thepreparation of meals for all Care Agency residents. 
 
5.2.2 Objective - The objective of the review was to assess the adequacy of controls in 
place regarding the procurement of provisions and the preparation of meals by the 
Catering Section of the Care Agency. The reviewtook into consideration the provisions 
procurement process, its storage, and the preparation of meals as well as the quality of 
the food. 
 
5.2.3 Scope - The scope of the review entailed an assessment of the management 
arrangements in place to: 

• determine the daily cost of meals per resident; 
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• determine whether adequate stock control is exercised over provisions; 

• carry a risk assessment of the provisions procurement process, as well as the dining 
process; 

• observe the preparation of meals and the dining process; 

• establish whether there are adequate controls in place to ensure that only authorised 
staff have access to provisions and meals; 

• perform an analytical review of the provisions and meals expenses; 

• ensure that residents and permitted staff only are provided with their respective 
meal entitlement; and 

• identify ways of improving, where necessary, the provisions procurement process 
as well as the dining process. 

 
5.2.4 Approach - The following activities were undertaken during the review: 

• a review of key documents and forms used to support staff dealing with the Care 
Agency residents; 

• meetings with key senior and middle management officers in the Care Agency to 
establish their involvement in providing front-line staff with adequate procedures, 
resources, training and support; 

• meetings with key staff of the Care Agency to determine whether they receive the 
right training, support and information to deal with residents;  

• direct observation of the service provided; and  

• the use of questionnaires in order to obtain empirical data from residents and front-
line staff. 

 
5.2.5 Methodology - The review entailed carrying out the following tasks: 

• a risk assessment of the procurement process and dining process; 

• meetings with key senior and middle management officers in the Care Agency to 
establish their involvement in providing catering staff with the adequate 
procedures, resources, training and support; 

• meetings with key staff of the Care Agency to determine whether they receive the 
right training, support and information to deal with residents; 

• the use of questionnaires in order to obtain empirical data from residents and 
catering staff; 

• ascertain whether management and catering staff work cohesively and are aware of 
each other’s needs; 

• direct observation of the service provided; 

• review the Care Agency’s catering policies; 

• perform an analytical review of the provisions and meals expenses; 

• review the stock control of provisions; 

• review the procurement process of provisions; and 

• perform a costing exercise to arrive at a daily resident catering cost. 
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5.2.6 Exclusions to the scope of the work- The quality of the meals prepared by the 
Care Agency’s Catering Section did not form part of this review. 
 
5.2.7 Summary of Findings - The Care Agency has in place a Catering Policy 
document that outlines the operational systems and procedures that deal with the 
technical aspect of the running of the Catering Section. The policy, amongst other 
things, mainly details the food preparation process and the handling of food.  This is a 
positive approach by management. 
 
However, the Catering Policy does not effectively deal with stock control or the 
provision of concessionary items to the different floors of Mount Alvernia, wards, 
centres and offices.  Neither, does it have adequate storage capacity to meet its needs. 
 
Despite the fact that residents’ dietary needs are assessed both informally and on an 
annual basis formally, and the results of a survey conducted demonstrated that residents 
are generally satisfied with the meals provided, it does not have an on-going residents’ 
needs assessment procedure nor a formal suggestion and complaints procedure nor even 
a suggestion box in order for residents to express minor complaints and improvements 
identified by residents. 
 
The results of a survey highlighted that the catering staff was generally content with the 
current management of the catering system. However, they expressed a desire for 
formal training in the catering field in order to provide a better service. The review 
revealed that there is no proper induction training for new entrants and catering staff are 
only provided with on-the-job training. 
 
There exists clear defined roles and responsibilities by catering staff, which seem to aid 
the smooth running of the kitchens. 
 
Notwithstanding the requirements of the dining process contained in the Catering Policy 
document, dining staff have not been made aware of the policy and are not informed of 
policy updates. 
 
Meals are not prepared using recipe books, but are prepared using the catering staff’s 
experience and expertise. 
 
There is limited to poor management information regarding the stock of provisions, as 
there is no stock control maintained nor information of provisions issued to the different 
floors of Mount Alvernia, wards, centres and offices. In addition, as the current storage 
space available for provisions purchased is very restricted, some items are stacked in the 
corridors, which lead to an unlocked exterior exit door. It was further noted that all three 
stores remain open during working hours, readily accessible to all kitchen staff and 
anyone accessing the kitchen. Due to the non-existence of a stock control system, there 
is a high risk that provisions could be taken away without trace, and there also exists the 
possibility of inadvertent or malicious tampering with the food. 
 
The Care Agency does not have a formal Contingency Plan in case of an unexpected 
event occurring to the kitchens making them unusable. In addition, no risk assessment 
has been performed to ascertain possible risks to the catering service. 
 
A Kitchen Health and Safety policy document does not exist and there is no health and 
safety officer designated. 
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The Care Agency should explore the possibility of introducing a food safety 
management international quality standard. 
 
There is no adequate control over the food prepared, consumed and wastage, which 
would aid information regarding residents’ nutritional consumption values and also 
possibly reduce food wastage levels. 
 
In conclusion, considering all aspects of the review it was found that a good service is 
generally being provided by the Care Agency’s Catering Section to its residents.  
Notwithstanding this, the review concludes that there is ample scope to enhance the 
controls in place regarding the procurement and stock of provisions and the preparation 
and wastage levels of meals. 
 
5.2.8 Action Plan - An Action Plan addressing the main issues highlighted in the 
review in order to enhance and improve the controls in place regarding the procurement 
of provisions and the preparation of meals was divided into the following five major 
areas of improvement: 
 

• the Catering Policy document to be expanded to detail the whole procurement and 
storage process; 

Objective - To assess the adequacy of controls in place regarding the procurement and 
storage of provisions: 

• implement a stock control system that includes the documentation of issues to the 
kitchen and wards and also of issues of concessionary items; 

• implement regular documented stock checks of provisions; 

• assign responsibility for the stores to senior kitchen staff; 

• enhance the present storage capacity so that all items can be kept securely under 
lock and key; and 

• issues of concessionary items, such as tea and coffee, to administrative, nursing and 
other staff are to be included in the Catering Policy. 

 

• carry out documented periodic checks to ensure that the Catering Policy is being 
adhered to; and 

Objective - To assess the adequacy of controls in place regarding the preparation of 
meals by the Catering Section: 

• review and update, if necessary, the Catering Policy on a yearly basis. 
 

• introduce formal induction training for new entrants; 

Objective - To improve through training the catering skills of the Catering Section staff: 

• introduce a continuous professional catering training programme that includes food 
safety management courses; and 

• require all staff to undergo health and safety and first aid at work courses. 
 

• a risk assessment of the Catering Service should be carried out; 

Objective - To introduce and maintain a fully detailed and documented Contingency 
Plan: 
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• a fully detailed and documented Contingency Plan should be introduced for the 
Catering Service; 

• theContingency Plan should be maintained and reviewed periodically; and 

• the Contingency Plan should be tested regularly. 
 

• management should explore the possibility of introducing the ISO 22000:2005 
Food Safety Management Systems Standard. 

Objective - To introduce and maintain the ISO 22000:2005 Food Safety Management 
Systems Standard 

 
5.2.9 I forwarded copies of the report to the Chief Secretary and the Chief Executive, 
Care Agency on 22 April 2013 and invited them to comment on the findings and 
recommendations of the review, if they so desired. 
 
A Review of the Administrative Organisation of the Care Agency 
 
5.3.1 Background to the review - The Care Agency was established when the Care 
Agency Act was enacted on 28 May 2009.  The purpose of this Act is to establish the 
Care Agency, to transfer the functions of both the Social Services Agency and the 
Elderly Care Agency to the Care Agency, and, more importantly, to make provision for 
the delivery of services to members of the community who are, or are adjudged to be, in 
need of social care.  On the appointed day, it also took over the responsibility for the 
Bruce’s Farm Rehabilitation Centre.  The Elderly Care Agency Act 1999 and the Social 
Services Agency Act 2002 were thus repealed on 28 May 2009.   
 
The Care Agency Act enabled the amalgamation of Elderly Care and Social Services 
provided by government.  This was accomplished during the 2009-2010 financial year.  
The management and administration functions and staff of both agencies were merged 
to create a centralised administrative and financial office.  However, the core functions 
and staff of both Elderly Care and Social Services nonetheless remain relatively 
unaffected by this change.  
 
The Care Agency’s administrative and financial section conducts all administrative and 
financial operations on behalf of the Chief Executive Officer (CEO), who is the officer 
charged by the Care Agency Act to exercise these duties. Its functions fall under the 
legal framework of the Care Agency Act. 
 
The main duties of the Care Agency can be summarised under the following categories: 

• to provide a comprehensive social care service,including drug rehabilitation, for the 
community generally; and 

• to provide a comprehensive service of care for the elderly, including residential 
homes, nursing homes, domiciliary care and day care services and facilities. 

 
5.3.2 Objective - The objective of the review was to assess the management and 
administration organisation and the relationship between the staffing levels and the 
administrative work necessary to run the Care Agency. 
 
5.3.3 Scope - The scope of the review covered the management and administration 
section staff,the facilities staff, the senior nursing grades of the Care Agency and the 
staff atBruce’s Farm Rehabilitation Centre. 
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5.3.4 Approach - The following activities were undertaken during the review: 

• all members of staff involved in the review were interviewed; 

• ajob description questionnairewas used to establish empirical data; 

• direct observation of the work procedures in place; 

• the documentation on the salariesmanual and electronic procedures; and 

• a review of relevant documentation. 
 
5.3.5 Methodology - The review looked to: 

• assess work priorities; 

• assess time efficiencies; 

• ensure the non-duplication of work; 

• review the Agency’s policy on temporary administrative cover; 

• review the management of the Recruitment and Promotion Selection Boards; 

• review the adequacy of the Agency’s administrative IT systems; and 

• assess the overtime levels worked. 
 
5.3.6 Exclusions to the scope of the work - The administrative and financial 
organisation of the Care Agency was examined. However, the core functions and staff 
of both the Elderly Care and Social Services sections of the Care Agency did not form 
part of this review. 
 
5.3.7 Summary of Findings- The review highlighted areas where there is duplication 
of work, workload is not evenly distributed, where the same or similar work is carried 
out by different sections and inconsistencies in the preparation of salaries. 
 
The review highlighted that the human resources and salaries functions of the Elderly 
Care and Social Services continue to be operatedseparately. The procurement function 
is not centralised, with many sections making their own purchases. 
 
Despite the fact that the review highlighted that the Salaries, Finance and Facilities and 
Supplies sections appear to be over-resourced, primarily as a result that the functions 
still are exceedingly dependent on manual systems, it is evident that when the salaries 
and the procurement, supplies and finance computer systems are commissioned there 
will definitely be staff savings in these areas.  
 
The review emphasised that the staff complement of the Administration Section of the 
Elderly Care appears to be excessive for its administrative functions. The review also 
noted that the Rehabilitation Centre is either over-resourced or underutilised and given 
the different shift patterns worked during the day it was difficult to monitor the hours 
worked by individual officers. 
 
It was noted that the annual, sick and special leave information of the Elderly Care staff 
is recorded in two different records, which is reconciled on a quarterly basis, a clear 
area where work is duplicated. 
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Due to the nature of the work carried out by the senior nursing staff the review team 
was unable to arrive at an opinion whether the present level of staff resources was 
adequate and appropriate for the service provided. 
 
Inconsistencies in the recruitment and promotion selection process were noted in areas 
such as the independence of selection boards and inconsistencies with qualification 
requirements. 
 
The review highlighted high levels of overtime worked by middle and senior 
management compared to the overtime worked by the lower administrative grades. It 
was also noted that the technical officers also work substantial levels of overtime hours. 
 
Savings could be made by grouping the on-call duties carried out by senior and middle 
administration management and adjusting the on-call of the technical staff. 
 
5.3.8 Recommendations- The Care Agency should consider the under-mentioned 
recommendations in order to improve economy, efficiency and effectiveness in the 
management of its human resources: 

• the Human Resources and Salaries functions of the Elderly Care and Social 
Services should be amalgamated; 

• the procurement process should be centralised; 

• the Salaries and the Procurement, Supplies and Finance computer systems should 
be implemented without delay; 

• due to the technical nature of the work carried out by the senior nursing staff the 
members of the review team were unable to arrive at an opinion and, therefore, 
recommend that a specialised staff inspection should be carried out; 

• the recruitment and promotion selection process should be looked into, as there 
seems to be inconsistencies in areas such as the independence of selection boards 
and inconsistencies with qualification requirements; 

• the high level of overtime worked by middle and senior management compared to 
the overtime worked by the lower administrative grades indicates a weakness in the 
overtime work structure, which needs to be identified and corrected in order to 
achieve a more balanced overtime work structure. In addition, the level of overtime 
of the stores and technical officers should be reviewed; 

• areview needs to be carried out of the on-call duties performed by senior and 
middle administration, stores and technical management in connection with the 
security of three premises; 

• the Rehabilitation Centre should consolidate the shifts as there are too many 
different shifts of varying lengths; and 

• there are areas that warrant a more detailed investigation and an exercise should be 
carried out by qualified personnel in the staff inspection and work study field 
principally to provide expertise in areas such as process improvement; best practice 
benchmarking; analysis of job functions; identification of redundant or duplication 
of activities; determination of appropriate staffing levels; identification of 
productivity barriers; and improved time management. 

 
5.3.9 I forwarded copies of the VFM report to the Chief Secretary and the Care 
Agency on 8 March 2012. 
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A follow-up Review of the Government’s Vehicle Fleet Management 
Strategy 
 
5.4.1 VFM Context - Effective management of a vehicle fleet can improve service 
delivery, reduce operating costs and minimise the environmental impact of the fleet. 
This in turn, will help achieve value for money and promote an environmentally 
responsible and cost effective transport policy. 
 
5.4.2 Background to the Review -This review was based on a follow-up of an initial 
review of the Government’s Vehicle Fleet Management Strategy, which was carried out 
in early 2005 and a report issued in May 2005. 
 
5.4.3 Objective-The objective of this follow-up review was to evaluate whether any of 
the previous recommendations were put in place and if the Government’s vehicle fleet 
is well managed; whether proper procurement and disposal procedures are in place; 
whether all vehicles are properly maintained and roadworthy; whether the Garage is 
efficient and effective; and whether there is any outsourcing of work and, if so, whether 
it is efficient and cost effective. 
 
5.4.4 Scope -The scope of this review was to verify whether any of the previous 
recommendations were put in place and: 

• if there is an appropriate Vehicle Fleet Management Strategy and whether it is kept 
under review; 

• if there are appropriate vehicle fleet procurement and disposal arrangements; 

• whether there are appropriate arrangements to ensure efficient use of the vehicle 
fleet assets; 

• whether the vehicle fleet is fit for purpose and utilised optimally; 

• whether there is an efficient and robust maintenance and repair regime including 
prompt reporting and repairing of vehicle faults; 

• whether vehicles are operated efficiently and therefore reduce maintenance and 
insurance costs; and 

• whether there are environmental issues with specific targets to reduce carbon 
monoxide emissions and embrace appropriate alternative fuel technologies. 

5.4.5 There are 5 key stages which form part of an effective vehicle fleet management 
scheme, these are: 
 

• identifies the need for the fleet; 

Strategy 
An effective fleet management strategy is important as it defines the Government’s 
approach to fleet management. The strategy should be a clearly written document that: 

• helps secure a fleet that is fit for purpose; and  

• sets out how Government intends to manage its fleet in the future. 
 
The fleet management strategy must also link in with the Government’s other strategic 
priorities. The strategy must be considered as part of Government’s overall approach to 
asset management and should also link in with its environmental aims.Finally, the 
strategy must be regularly reviewed to ensure it remains up-to-date and relevant. 
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• tyres;  

Procurement 
Once the fleet management strategy has been developed, the second stage of an 
effective vehicle fleet management approach involves procuring of the vehicle fleet. 
Procurement processes must consider more than just the vehicles. They must also 
include: 

• fuel;  

• insurance;  

• chassis and parts; and 

• support services such as maintenance provision, breakdown, recovery and vehicle 
hire. 

 
Before procuring, an evaluation of the items required should be performed to ensure that 
the appropriate vehicles, parts and services are obtained. This evaluation process is an 
ideal opportunity to involve users whose knowledge and views can contribute to a more 
effective and efficient procurement process. 
 
It is critical to consider all options when financing the vehicle fleet. It is essential to 
determine exactly what the fleet will cost throughout the vehicle's life and the 
possibility of Government departments, agencies and authorities engaging in jointly 
procuring to secure economies of scale and more favourable terms should be examined. 
 
Maintenance 
The next stage of an effective vehicle fleet management approach is ensuring that the 
fleet is properly maintained. Without a proper system to ensure maintenance takes place 
in a timely and professional manner there is a risk that service quality may fall below 
the standard required.As well as the actual maintenance work carried out on vehicles, 
there is a wider need to maintain robust administration of the fleet, which includes 
controls over the use of Government vehicles. It is also vital to ensure appropriate levels 
of driver and garage staff training are maintained and reviewed. 
 
Running 
As well as ensuring the fleet is properly maintained, other aspects of the fleet must be 
managed to ensure it is running efficiently.Running the fleet efficiently involves 
securing value for money on aspects such as fuel, tyres, insurance and vehicle hire. This 
can be realised through tight controls on expenditure, effective procurement 
arrangements and close working arrangements with other organisations, agencies, 
authorities and suppliers. 
 
Disposal 
The final stage of an effective approach to vehicle fleet management is vehicle disposal. 
This process is where Government removes from its fleet those vehicles that have come 
to the end of their operational life.  
 
A properly formulated disposal policy provides a framework to guide this process. It is 
important that Government considers disposal arrangements several months in advance 
to ensure disposal and replacement arrangements are possible in the given timescale. If 
new vehicles are not ordered in time, Government will not be able to deliver services 
that depend on these vehicles being operational. 
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There are several disposal methods that should be considered in order to choose the best 
process for Government. 
 
Finally, good communication between Government departments, agencies and 
authorities is essential to ensure all relevant details about the disposal of vehicles are 
captured within the various administration systems. 
 
5.4.6 Summary of Findings- Since the last review in 2005, the Government has not 
developed a vehicle fleet management strategy. An effective vehicle fleet management 
strategy is vital to Government as it would identify the need for the fleet, help ensure 
that it is fit for purpose and would set out how Government intends to manage its fleet 
in the future. Until these variables are established formally, the Government Garage (the 
Garage) will continue to function on a reactive basis and will consequently not be as 
cost effective as it could be.  
 
The procurement aspect of the vehicle fleet management is currently limited by the 
partially outdated procurement policy, which applies to the whole of Government and 
consequently, there is still no appropriate vehicle fleet management procurement policy 
in place. Such a policy would encourage the principles of standardisation, coordination, 
aggregation and contracting. 
 
The follow-up review has revealed that standardisation appears not to have improved 
over the past 7 years. Nonetheless, recent developments suggest an intention to move 
towards standardisation by vehicle type or class of use when purchasing new vehicles. 
Caution is being taken with the acquisition of second hand vehicles, which have been 
forfeited by the Crown. These should always be obtained with standardisation in mind 
or else, although economic, could threaten to dilute any efforts of standardising the 
vehicle fleet in future by being counterproductive in the end. The scope to improve 
performance in the areas of coordination and aggregation could be amplified by 
organising a set vehicle fleet procurement time frame whereby vehicles are purchased at 
certain times of the year. 
 
It is important to note that there has been a significant improvement in the selection 
criteria applied when purchasing vehicles. Price is becoming less of a central 
determining factor. Past experience clearly demonstrated that this factor proved not to 
be the most cost beneficial option in the long run and, therefore, it was changed. 
Vehicles being standardised by type or class of use have recently been purchased based 
on their long term cost effectiveness, reliability, European environmental emission 
standard and quality.  
 
Even though there is a procedure in practice, there is no formal documented vehicle 
replacement and disposal policy. The follow-up review demonstrated once again that 
the Garage incurred significant repair costs per vehicle as the fleet aged. The number of 
vehicles over 10 years old has reduced by 7% in comparison with the 2005 findings. 
However, 75% (69% in 2005) of its fleet is more than 7 years old. The current practice 
of only replacing and disposing of vehicles when they completely fail can prove not 
only to be expensive in terms of repair costs but will also lead to unreliable and unsafe 
vehicles that might prove to ineffectively deliver the service it is required to do due to 
increases in downtime. 
 
The refuse collection lorries were a notable area of evaluation in the 2005 review. The 
recent purchase of 4 new lorries has partially resolved the issue. However, of the 
remaining 6 lorries incurring high repair costs during the current period of review, 2 
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have been disposed and 4 were still in use at the time of the review and continued to 
accumulate repair costs. The need to establish a replacement policy for the refuse lorries 
is one of the key elements in overcoming the difficulties encountered in maintaining 
them. A 7-year replacement policy would aid in avoiding the excessive repair costs 
usually experienced as from this stage in a refuse lorry’s lifecycle. Another key element 
is the need for highly skilled and experienced staff. Their knowledge on repairing the 
waste disposal mechanism system of these lorries is central to keep them on the road. 
 
Since the last review, leaded fuel has been completely phased out and replaced with 
unleaded and diesel fuel. The Government has an intention of having a fleet that is 
powered, in so far as possible, by non-polluting engines.  Currently, the vehicles that are 
purchased have to meet the latest European emission standards and the use of 
alternative fuels and environmentally friendly vehicles are being considered at the time 
of procuring new vehicles. Notwithstanding the fact that the supply of electrical 
facilities to support the purchase of new electric and/or hybrid vehicles is not a complex 
matter, there is presently no indication of any alternative fuel supply facilities to support 
the currently used or future purchased vehicles that will run on alternative fuels.  
 
The fact that out of the 397 insured vehicles in the government motor vehicle fleet, 25 
vehicles had an expired roadworthiness certificate, demonstrates that the current 
decentralised system fails to ensure that all vehicles are properly maintained and 
roadworthy.  As was the case in the previous review, corporate and departmental 
accountability for ensuring that all vehicles are properly maintained and roadworthy still 
remains unclear. The responsibility of ensuring that all vehicles in the fleet possess the 
necessary documentation could improve if it were centralised. Alternatively, a Vehicle 
Liaison Officer in each Government department/authority/agency would assist within a 
decentralised system to achieve this aim as part of the requirements outlined in an 
established Motor Vehicle Use Policy. 
 
One of the main tasks at the Garage is of vehicle repair. The follow-up review revealed 
that as in the previous review, there is still scope to expand the data collected at the 
Garage to ensure that vehicle availability and downtime is easily monitored and 
reported. In addition, there is still no information in the database that can be used to 
identify those vehicles that are brought in following accidental or avoidable damage. A 
Motor Vehicle Use policy and the help of a Vehicle Liaison Officer could again, assist 
in formalising the procedures for incident reporting and the details collected from this 
could then be recorded in a database and used to support a more proactive approach to 
vehicle accident management. 
 
One of the most noticeable changes and management concern since the last review is 
the gradual increase in unfilled vacancies. The significant reduction in staff has caused a 
strain on the Garage’s ability to run as efficiently as it should. Vehicle availability and 
downtime cannot be managed and improved upon if the necessary key resources to 
minimise these inefficiencies are not there in the first place. This is predominantly the 
case with the vacant storekeeper post, as there is no one to order and control spare parts. 
Having a storekeeper would ensure that spare parts are readily available and in doing so 
avoid the lengthy delivery times, which contribute to most of the cases of prolonged 
vehicle downtime. Furthermore, the possibility of servicing more Government 
authorities, agencies and government-owned companies, who have expressed an interest 
in using the Garage, are being held back because of the limitation in human resources 
leading to bottlenecks in the job process. It is important to also note that this area of 
management concern has recently been further compounded by the early retirement 
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scheme offered to the Garage employees, which will lead to the loss of further 
experienced and skilled officers. 
 
Throughout the follow-up review it was evident that the data quality and reliability had 
not significantly changed since the 2005 review. There are still a number of areas were 
poor quality data and information makes it difficult to manage the service and 
demonstrate whether value for money is being or could be achieved. The assessments 
and consequent decision-making is only as good as the quality of the data they are based 
on and therefore the improvement of management information is central to achieve most 
of the recommendations highlighted in this report. 
 
5.4.7 Action Plan - An Action Plan addressing the main issues highlighted in the 
review was divided into the following four major areas of improvement: 
 

• develop an appropriate procurement policy; 

Objective - To ensure that the vehicle fleet is well managed: 

• develop a vehicle fleet strategy, which drives its approach to vehicle procurement; 

• develop a set vehicle fleet procurement time frame whereby vehicles would be 
purchased at certain times during the year; 

• develop an official vehicle replacement and disposal policy; 

• implement a 7-year replacement policy for the refuse lorries and employing skilled 
staff to ensure the efficient running of the refuse collection lorries. Alternatively, 
transfer the responsibilities and related costs of maintenance of the refuse vehicles 
to the government-owned company, as is the case with some of the essential 
services authorities that have their own in-house mechanics; and 

• formalise the Government’s environmental vehicle policy and continue reviewing 
and applying options for reducing the environmental impact of its vehicle fleet as 
part of the development of its vehicle fleet strategy. 

 

• ensure that all vehicles possess the proper documentation such as roadworthiness 
certificates and insurance cover. This could be prepared on a centralised basis or 
alternatively it could be decentralised via a formal Motor Vehicle Use Policy and a 
Vehicle Liaison Officer. 

Objective - That the vehicle fleet is properly maintained and roadworthy: 

 

• improve the management information system by including details of events that 
lead a repair to take an unreasonable length of time. The information should then be 
reviewed periodically to determine any other unknown reasons for excessive idle 
and downtime so that necessary action can be taken immediately; 

Objective - Ensure that the Garage is efficient and effective: 

• introduce an accident reporting procedure to include a standard incident reporting 
form, which together with details of associated repair costs, would be used by 
management to assess and routinely monitor different aspects of accidental and 
avoidable damage. This procedure should be implemented with accountability 
measures, which will aid in reducing any further reoccurrence of vehicle damage; 

• implement a formal Motor Vehicle Use Policy and establish a Vehicle Liaison 
Officer in every Government department, agency and authority (extra responsibility 
for an existing post) to ensure that the policy is adhered to. The Motor Vehicle Use 
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Policy should focus on areas such as authorised driver responsibilities; management 
responsibilities; fuel policy; health and safety; accident reporting procedures; 
monitoring of roadworthiness documentation; disposal procedures; servicing and 
maintenance issues; and environmental commitments; and 

• review the Garage’s staffing requirements with particular focus on the need for a 
storekeeper and the possibility of extending the Garage’s services to other 
Government authorities, agencies and government-owned companies. 

 

• implement a performance management system that best suits the approach for an 
effective, efficient and economic vehicle fleet management. This should include the 
type of data that should be collected; who it should be collected by;who it should be 
reported by; who the data is reported to; and what follow-up action to take; 

Objective - Ensure that good data quality supports management information systems: 

• ensure that all departments adhere to the procurement, acquisition and disposal of 
vehicles procedures, which are overseen by the Chief Operating Officer of the 
Garage; and 

• ensure that the right data is collected, analysed, reported, is of good quality and that 
there is no incomplete information on record. 

 
5.4.8 I forwarded copies of the VFM report to the Chief Secretary and the Chief 
Executive, Technical Services Department on 16 April 2013 and invited them to 
comment on the findings and recommendations of the review, if they so desired. 
 
A follow-up Review on the level of service provided by the Department 
of Social Security to the public 
 
5.5.1 VFMContext -VFM is about obtaining the maximum benefit with the resources 
available.  It is vital that appropriate policies are developed and that the correct 
processes are in place in order to achieve the right level of service. Achieving an 
appropriate level of service in the management of the Department of Social Security 
(DSS) is a fundamental part of demonstrating responsibility in delivering VFM. 
 
5.5.2 Background to the Review -This review was based on a follow-up of an initial 
review regardingthe level of service provided by the DSS to the public, which was 
carried out during 2011 and the report issued in January 2012. 
 
Theoriginal VFM review focused primarily on assessing the current level of service 
provided, identifying any areas for improvement, highlighting other areas to consider 
and providing relevant recommendations.Considering all aspects of the review and 
notwithstanding that a good service was generally being provided by the DSS to the 
public, as was evidenced by the customer questionnaire responses and the observations 
in the report, the review concluded that there was scope for improvement in many areas 
in order to enhance the level and standard of service being provided to the customers. 
 
The information collated from the exercise was analysed to arrive at the review’s 
conclusions. Key performance indicators and good practice procedures were researched 
for bench-marking/comparison purposes. The review included viable and reasonable 
recommendations, together with an action plan designed to help implement the 
recommendations. 
 

 
93



PART FIVE 
 

 

5.5.3 Objective -The objective of this follow-up review was to evaluate theaction and 
progress taken by management in introducing the objectives highlighted in the VFM 
report issued in January 2012 regarding the level of service provided by theDSS to the 
public, and which took into consideration the quality of customer care and the quality of 
information provided at the counters, as well as the service provided by letter, 
telephone, facsimile, email and the internet. 
 
5.5.4 Scope -The scope of the review entailed an assessment of the management 
arrangements in place: 

• to determine the level of customer care provided to the public; 

• to assess the quality of the information provided to the public; 

• to establish whether there is an adequate management information system in place; 

• to verify whether forms and guidance are easy to obtain, easy to understand, 
accurate and complete; and 

• to identify ways of improving, where necessary, the quality of information and the 
quality ofcustomer care. 

 
5.5.5 Approach-The following activities were undertaken during the follow-up 
review: 

• a meeting,in addition to email and telephone contact with the senior management of 
the DSS to establish progress made regarding the objectives in the action plan 
prepared for the report dated January 2012 had been implemented; and 

• direct observation of the service provided. 
 
5.5.6 Action Plan-An evaluation of the Action Plan prepared for the report dated 
January 2012, which addressed the main issues highlighted in the review, together with 
the action taken up to 30 April 2013,is detailed hereunder: 

Objective - To improve the physical environment to ensure an increased customer 
experience

• the construction of cubicles for the counters where sensitive issues are discussed: 

: 

One cubicle was at the last stages of construction. 

• introduction of a ticket system for the counters: 
Management did not consider the introduction of a ticketing system viable, as 
customers might need to queue in one counter and thenrequire to queue in another 
counter. 

• more seats should be available in waiting area: 
Although management felt that more seats were required, due to size restrictions in 
the counter waiting area, this action could not be implemented. 

• construction of another doorway to separate the entrance to the exit: 
Although management felt that another doorway would be beneficial, it was 
thought that it would receive opposition from a heritage point of view. 

• provide adequate shelter in the outside waiting area, especially in winter months: 
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Management was of the view that this action was not required, as it is rarely the 
case that queues extend beyond the sheltered areas. 

• a facelift of the waiting area including paint and new flooring: 
No funding has been approved for refurbishment works, notwithstanding that it has 
been requested for a number of years. 

• modify the waiting area layout to avoid people from leaning over the counter: 

Management agreed to explore a viable solution.  

Objective - To improve the communication and information available to customers

• introduce a booklet for customers (in English, Spanish and Arabic) containing 
information of pensions/benefits/allowances available together with documentation 
required to be brought on application: 

: 

Although management is very keen to introduce an informative booklet, staff 
resources are very strained and would be unable to devote time to this task at the 
moment. 

• promote the availability of the website in the waiting area using visual displays: 
This task is programmed to be carried out in the future. 

• use other visual displays, such as posters, in the waiting area to inform the public 
about required documentation: 

Management is exploring ways to introduce this objective. 

• improve the feedback/complaints/fraud process by making the public more aware 
of its facility in order to measure the effectiveness and quality of service delivery 
against objectives: 

Management is considering the introduction of a feedback/complaints/fraud 
procedure. 

• evaluate the needs of the users (through the website and via customer surveys) and 
assess the current level of customer service provided: 

Although management is very eager in introducing customer surveys, at present 
staff resources are very strained and would be unable to devote time to this task. 

• explore the possibility of installing visual displays, such as a television monitor in 
the waiting area to provide useful information to customers: 
Management do not feel that the installation of visual displays is a viable 
proposition. 

• place notice of opening hours at the front gate so when the offices are closed 
customers can see the opening hours: 

A notice advising the opening hours was in the process of being placed at the front 
gate. 

• introduce an email address specifically allocated to customer 
suggestions/complaints or a facility whereby the complaints form, which is held in 
the website, can be submitted online: 

Management is exploring introducing this task. 

• promote the existence of a DSS section in the Government webpage: 
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Management is examining the viability of promoting the existence of the DSS in 
the Government website. 

• the website to incorporate the facility for customers to submit information 
electronically to the DSS: 

Management is considering this objective but are dependent on the Information 
Technology and Logistics Department being able to provide the facility. 

• further develop the DSS section of the Government website in order to provide a 
better means of communication for customers: 

As above, the DSS is dependent on the Information Technology and Logistics 
Department being able to deliver the objective. 

• the website to include application forms in order for the beneficiary to be able to 
apply to receive payments through bank transfers in order to encourage customers 
to adopt this form of payment: 

This facility is already available to customers. 

• the website should provide basic information such as office opening hours: 
This facility is already available to customers. 

• observe customer waiting times, percentage of queries resolved on first contact and 
establish performance indicators and periodically analyse them: 

Management is eager to implement a process of performance indicators, however 
due to the current depleted staff levels, the collation of information and the 
corresponding action cannot be undertaken at present. 

• extend counter hours in order to reduce queuing waiting times, such as during 
lunchtime and/or open some afternoons: 

Objective - To minimise the volume of queues: 

Notwithstanding the merits of extending counter hours, due to the current depletion 
of staff resources this objective cannot be considered at present. 

• implement a helpdesk or reception area to attend simple queries: 
Management does not consider this objective viable. 

• promote benefits payments through bank transfers: 

Management has a fairly strict policy of encouraging the collection of benefits via 
bank transfers.  

• investigate possible changes to the current cash payment system to split the large 
number of customers attending on peak days: 

Management does not consider this objective practical due to customers being used 
to attend on the days they are accustomed. 

• obtain feedback from customers on suggestions and possible improvements: 
Although a suggestion box is placed in the customer waiting area and a suggestion 
form is available in the DSS section of the Government website, further methods of 
seeking suggestions and possible improvements are being considered.  

• make available application forms together with relevant information in the waiting 
area: 
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Management is examining placing forms and information in the customer waiting 
area.  

• improve the computer program by including all benefits and review information 
access procedures (such as quick logging off or introducing a general password 
with restrictions) until the “DSS Application System” database is finalised: 

DSS is awaiting a decision to engage a computer software team with the aim of re-
developing the DSS Application System. 

• finalise the development of the “DSS Application System” database: 

As above, DSS is awaiting a decision to engage a computer software team with the 
aim of re-developing the DSS Application System. 

Objective - To improve through training the level of customer service provided and to 
improve the communication between staff and management

• introduce a formalised induction and training process for all staff members, 
especially new entrants: 

: 

Although management would welcome a formal induction and training process, it is 
presently not feasible due to the heavy workload and over-stretched staff resources. 

• provide on-going customer service training in the future in order to develop staff 
skills and to maintain or improve the service in general: 

Management did organise a customer care course subsequent to the original VFM 
review and hopes to continue providing on-going training to develop staff skills. 

• implement an appraisal system or regular meetings between management and staff: 
Management advocates and hopes to introduce a staff appraisal system. 

• introduce a management information system: 
Management is keen to introduce a management information system. 

Objective - The introduction and maintenance of customer services standards

• design and implement effective policies and procedures in line with customer 
needs: 

: 

Management agreed with implementing effective policies and procedures. 
However, the implementation is dependent on the Information Technology and 
Logistics Department providing a well designed and efficient computer database 
application in order to meet customer needs. 

• introduce and maintain the ISO 9000 Quality Management standard: 

Management is exploring the possibility of introducing the ISO 9000 Quality 
Management standard. 

 
A follow-up Review on the level of service provided to the public by the 
Licensing Section of the Department of Transport – Vehicle, Traffic 
and Public Transport 
 
5.6.1 VFM Context - Put simply, value for money (VFM) is about obtaining the 
maximum benefit with the resources available.  VFM is a key principle in the 
management arrangements regarding the level of service provided to customers by an 
organisation.  In particular it is vital that appropriate policies are developed and that the 
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correct processes are in place to achieve the right level of service.  Therefore, achieving 
an appropriate level of service in the management of the Licensing Section is a 
fundamental part of demonstrating responsibility in deliveringVFM. 
 
5.6.2 Background to the Review - The review was based on a follow-up of an initial 
review regarding the level of service provided to the public by the Licensing Section of 
the Department of Transport – Vehicle, Traffic and Public Transport (now Licensing 
Section of the Driver and Vehicle Licensing Department), which was carried out during 
2010 and the report issued in January 2011. 
 
5.6.3 Objective -The objective of the follow-up review was to assess the action and 
progress taken by management in introducing the objectives highlighted in the VFM 
report issued in January 2011 regarding the level of service provided by the Licensing 
Section of the Department of Transport – Vehicle, Traffic and Public Transport 
(Licensing Section) to the public, which took into consideration the quality of customer 
care and the quality of information provided at the counters, as well as the service 
provided by letter, telephone, facsimile, email and the internet. 
 
5.6.4 Scope-The scope of the review entailed an assessment of the management 
arrangements in place: 

• to determine the level of customer care provided to the public; 

• to establish whether there is an adequate management information system in place; 

• to assess the quality of the information provided to the public; 

• to verify whether forms and guidance are easy to obtain, easy to understand, and 
accurate and complete; and 

• to identify ways of improving, where necessary, the quality of customer care and 
the quality of informationwhen providing services to the public. 

 
5.6.5 Approach - The activities listed hereunderwere undertaken during the follow-up 
review: 

• meetings, telephone and email contact with the Chief Motor Vehicle Examiner and 
the senior administrator of the Licensing Sectionto establish whether the objectives 
in the action plan prepared for the report dated January 2011 had been 
implemented; and 

• direct observation of the service provided. 
 
5.6.6 Action Plan-An evaluation of the Action Plan prepared for the report dated 
January 2011, which addressed the main issues highlighted in the review, together with 
the action taken up to23 April 2013,is shownhereunder: 

Objective - To improve the physical environment to ensure an increased customer 
experience

• improve parking facilities by disposing of derelict vehicles, and introduce 
designated customer parking bays: 

: 

Five additional customer parking bays have been designated and an exercise is 
carried out periodically to dispose of derelict vehicles parked within the parking 
area. The Eastern Beach parking area also serves as an alternative parking area for 
Licensing Section customers. 
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• draw up a detailed office maintenance plan and implement it: 
Although no detailed maintenance plan is kept a yearly review of maintenance 
required is held, which has resulted in the offices and counter area having been 
repainted since the VFM review in 2010 and the counter area will be refurbished 
with a view of improving the air quality. 

• draw up a detailed plan to ensure that customer facilities at the section’s premises 
are maintained at an adequate level and implement the plan: 

Although no detailed maintenance plan is kept a yearly review of maintenance 
required is held. 

• improve the sign posting of the building: 
This action was noted and is scheduled to be carried out soon. 

Objective - To improve the communication with customers

• enhance the use of the Licensing Section website and its online facilities: 

: 

An enhanced website together with new online facilities to enable customers to 
carry out certain online facilities, such as roadworthiness test bookings will shortly 
be introduced. 

• improve public awareness of the section’s online facilities through a public 
information campaign: 

Once the enhanced website is implemented a public information campaign on the 
online facilities will be carried out. 

• establish a telephone helpline to address customers’ queries without having to 
attend the offices: 

The Licensing Section has reorganised its telephone setup and now have five 
designated telephone lines available for customers to contact. 

• increase the use of email for customer correspondence and notifications: 
In order to achieve increasing the use of emails for customer correspondence and 
notifications, customers will be encouraged to make more use of the email 
addresses available, which is now included in the Licensing Section’s forms and 
will be included in the public information campaign. 

• introduce a web based online system for roadworthiness appointments, issues of 
permits, licences and their respective payments: 

This action will be covered by the introduction of the new website. 

• undertake an exercise in order to identify and formally document the needs of the 
service users: 
No action has been taken, but it was agreed to consider undertaking an exercise if it 
is found necessary. 

• establish a formal complaints procedure: 
A formal complaints procedure, impacting on all areas of customer service, is in the 
process of being established. 

• establish a zero tolerance policy: 
It was agreed that a formal zero tolerance policy will shortly be implemented. 
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Objective - To improve through training the level of customer service provided and to 
improve the communication between staff and management

• introduce formal induction training: 

: 

The possibility of producing a formal induction training manual would be studied. 
However, a roster was introduced so that all officers rotate jobs periodically, thus 
allowing all officers to learn all aspects of the Licensing Section’s work. 

• introduce a continuous professional customer service training programme: 
A commitment to introduce customer courses will be considered. 

• require staff to undergo a health and safety course, which should include first aid: 
Staff members have already attended health and safety and first aid courses and the 
intention is that staff members attend periodic refresher courses. 

• establish regular meetings with staff and management: 
Weekly management meetings are now held to address staff and operational 
matters. 

• introduce a management information system: 
Management and statistical information is now being produced. 

Objective - To improve the payment facilities for customers

• introduce computerised receipts to replace the General Revenue receipts: 

: 

The Information Technology and Logistics Department will be contacted with a 
view to explore the possibility of introducing computerised receipts. 

• introduce debit/credit card payments at the counters: 
Debit/credit card payments are now accepted at the counters.  

• introduce online payments, such as payments made via debit/credit cards and 
PayPal: 
Online payments for services, such as driving licences will be introduced as part of 
the e-government strategy. 

Objective - The introduction and maintenance of the ISO 9000 Quality Management 
Standard

• management should consider introducing and maintaining the ISO 9000 Quality 
Management standard: 

: 

The possibility of introducing the ISO 9000 Quality Management standard would 
be explored. 

Objective - The introduction and maintenance of a fully detailed and documented 
Contingency Plan

• management should introduce and maintain a fully detailed and documented 
Contingency Plan: 

: 

Although a Contingency Plan is maintained, it was agreed to extend the Plan to 
include the many risk areas identified by the review. 
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A follow-up Review on the level of service provided to the public by the 
PAYE Section of the Income Tax Office 
 
5.7.1 VFM Context - VFM is about obtaining the maximum benefit with the resources 
available.  It is also about achieving the right balance between economy, efficiency and 
effectiveness, embracing expectations that have been and continue to be placed on 
public services, underpinning considerations on the quality and effectiveness of public 
services. VFM is a key principle in the management arrangements regarding the level of 
service provided by an organisation. Customer service efficiency is a prime goal for 
service-orientated organisations, and an important objective for any organisation, since 
it encompasses all relations and transactions with customers.  Service efficiency 
combines the use of an appropriate management information system and the presence of 
skilled personnel.  Hence, the proper selection of software tools and the implementation 
of appropriate training programmes are two important steps in improving efficiency and 
effectiveness. It is also vital that appropriate policies are developed and that the correct 
processes are in place to achieve the right level of service.  Achieving an appropriate 
level of service in the management of the Pay As You Earn (PAYE) Section of the 
Income Tax Office (ITO) is a fundamental part of demonstrating responsibility in 
delivering VFM. 
 
5.7.2 Background to the Review - The review was based on a follow-up of an initial 
review regarding the level of service provided to the public by the PAYE Section of the 
ITO, which was carried out during 2010 and the report issued in February 2011. 
 
5.7.3 Service Delivery - The success in designing a service that is in line with the 
needs of customers depends on whether it is being developed with the sound knowledge 
and understanding of what people want, expect and need. 

A successful delivery of service comprises the following six factors:   

• determining the needs of service users; 

• meeting the needs of service users cost effectively; 

• harnessing innovation and new technology to improve service delivery; 

• measuring performance accurately; 

• providing service users with the opportunity to seek redress; and 

• ensuring service users get the maximum benefit from services. 

The failure of service delivery would result in: 

• waste in customer time; 

• frustrated customers; 

• deterioration of reputation; and 

• increase in costs to the department. 
 
5.7.4 Objective -The objective of the follow-up review was to assess the action and 
progress taken by management in introducing the objectives highlighted in the VFM 
report issued in February 2011 regarding the level of service provided by the PAYE 
Section of the ITOto the public, which took into consideration the quality of customer 
care and the quality of information provided at the counters, as well as the service 
provided by letter, telephone, facsimile, email and the internet. 
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5.7.5 Scope - The scope of the review entailed an assessment of the management 
arrangements in place, in order to: 

• determine the level of customer care provided to the general public; 

• establish whether there is an adequate management information system in place; 

• verify whether forms and guidance are easy to obtain, easy to understand, and 
accurate and complete; 

• identify ways of improving, where necessary, the quality of information and 
customer care when providing services to the general public; and 

• assess the quality of the information provided to the general public. 
 
5.7.6 Approach - The activities listed hereunder were undertaken during the follow-up 
review: 

• meetings, in addition to telephone and email contact with the senior management of 
the ITO to establish whether the objectives in the action plan prepared for the report 
dated February 2011 had been implemented; and 

• direct observation of the service provided. 
 
5.7.7 Action Plan- An evaluation of the Action Plan prepared for the report dated 
February 2011, which addressed the main issues highlighted in the review, together with 
the action taken up to 23 April 2013, is shown hereunder: 
 

• the waiting area’s general maintenance and cleanliness should be monitored 
regularly: 

Objective - To improve the physical environment to ensure an increased customer 
experience: 

Management monitors the customer waiting area regularly and is presently waiting 
for funding to repaint this area. 

• the simplicity and structure of the filing system needs improving: 

Management is waiting for funding and is contemplating scanning data. 
 

• the PAYE counter service could extend its opening hours such as during lunchtime 
or increase the number of afternoons: 

Objective - To improve the communication with customers: 

Management will be reviewing opening times in conjunction with the proposed 
change in Government’s working hours. 

• make available an information booklet, in English and Spanish, containing relevant 
instructions and guidelines on documentation required: 

English pamphlets are now available, whilst the Spanish version is currently in the 
working progress stage. 

• promote the availability of the website in the waiting area using visual displays: 
Management acknowledged the importance of having a proper user friendly 
website and would be liaising with the Information Technology and Logistics 
Department with a view to make this facility available. 
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• provide a visual display, such as a television monitor in the waiting area with 
presentations showing how the PAYE system works, what documentation is 
required for different queries, highlighting the relevant guidelines and providing 
warnings on the penalties people may face for the late submission of tax returns: 
There is now an informative visual display unit located in the customer waiting 
area.  

• use other visual displays, such as posters, in the waiting area to inform the public 
about required documentation: 
There are informative posters placed in the customer waiting area. 

• introduce a facility whereby customers are encouraged to provide feedback on the 
service they have received and make suggestions on how it could be improved. This 
could be done with the implementation of a suggestion/complaints box in the 
waiting area as well as through the ITO website: 
Management confirmed the intention to explore the introduction of a 
suggestion/complaints facility. 

• evaluate the needs of the users and assess the current level of customer service 
provided.  This could be done through the website and via customer surveys in the 
waiting area to be completed by customers whilst they wait: 
Management agreed with the suggested objective, as an essential part of the review. 

• document a zero tolerance policy and procedures: 
The proposal of introducing a zero tolerance policy still needs to be discussed by 
management. 

• introduce via the ITO website a facility for customers to be able to submit tax 
returns electronically (self-service internet use): 
Management is keen in introducing the submission of tax returns electronically but 
required the support of the Information Technology and Logistics Department. 

• staff should be given the opportunity to attend customer service training in order to 
develop and enhance their skills: 

Objective - To improve through training the level of customer service provided and to 
improve the communication between staff and management: 

Training has been introduced although specific training on customer care is still to 
be explored. 

• changes in Income Tax legislation and procedures should be communicated to the 
staff formally and on a timely basis: 

• introduce a management information system: 

A process has been established to inform staff of changes in Income Tax 
legislation. 

Management will be exploring the possibility of introducing a management 
information system. 

• design and implement effective policies and procedures in line with customer 
needs: 

Objective - The introduction and maintenance of Customer Services standards: 
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Management will consider examining the prospect of implementing effective and 
relevant policies and procedures. 

• consider introducing and maintaining the ISO 9000 Quality Management standard: 
Management agreed to consider introducing the ISO 9000 Quality Management 
standard.  
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AUDIT OPINION 
 
 
The Certificate of the Principal Auditor to Parliament on the Public 
Accounts of Gibraltar 
I certify that I have audited the public accounts of Gibraltar for the year ended 31 March 
2012 as required by the provisions of section 74 (1) of the Constitution of Gibraltar. 
These comprise the statements of accounts as specified in Section 52 of the Public 
Finance (Control and Audit) Act, 1977. I have also audited the information in the 
Accountant General’s Report, the Statement of the financial position of the Government 
of Gibraltar and the related notes. 
 
Respective responsibilities of the Accountant General, Controlling 
Officers, Receivers of Revenue and the Principal Auditor 
The Accountant General has statutory responsibility for the compilation, management 
and supervision of the accounts of the Government and for the conduct of the treasury; 
and within a period of nine months after the close of each financial year shall sign and 
transmit to the Principal Auditor accounts showing fully the financial position of the 
Government of Gibraltar at the end of such financial year. 
 
Controlling Officers are the chief accounting officers in respect of, and are personally 
accountable for, all public moneys disbursed and all stores held, issued or received or 
used by or on account of the department or service for the head of expenditure for which 
they are the controlling officer.  
 
Receivers of Revenue are statutorily responsible for the collection of, and accounting 
for, all moneys received for the credit of items of revenue for which they are appointed 
receivers of revenue for any financial year. 
 
My constitutional responsibility is to audit, certify and report on the public accounts of 
Gibraltar and of all courts of law and all authorities and offices of the Government. I 
conducted my audit in accordance with generally accepted government auditing 
standards. 
 
Scope of the audit of the Public Accounts 
An audit involves obtaining evidence about the amounts and disclosures in the public 
accounts sufficient to give reasonable assurance that the public accounts are free from 
material misstatement, whether caused by fraud or error. This includes an assessment 
of: whether the accounting policies are appropriate to the Government of Gibraltar’s 
circumstances and have been consistently applied and adequately disclosed; and the 
overall presentation of the public accounts. In addition, I read all the financial and non-
financial information contained in the Accountant General’s Report, the Statement of 
the financial position of the Government of Gibraltar and the related notes to identify 
material inconsistencies with the audited public accounts. If I become aware of any 
apparent material misstatements or inconsistencies I consider the implications for my 
certificate.   
 
I am also required to obtain evidence sufficient to give reasonable assurance that the 
revenue and expenditure reported in the public accounts have been applied to the 
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