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Operations Report to Finance & Resources Committee, 23rd June 2009

i) UK Applications - A total of 1268 new applications were
received during this period and 1181 individuals were registered,
which is 371 less than the same period last year. Applications
took less than one working day to process which is well within
our service standard of processing applications within ten
working days of receipt.
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d) Continuing Professional Development (CPD) Audit
There were no assessment days during this period but
registration assessors continued to assess profiles that required
further information.

ii) International Emails - The team received approximately
20/30 emails per day and managed to respond to these on the
day of receipt which compares favourably with our service
standard of five working days response time.

ii) International Telephone Calls - During the period from 1
March 2009 to 31 May 2009 the team received a total of 3357
telephone calls which is 480 less than the same period two years
ago and 94% of these calls were answered.

b) Application Processing

i) UK Emails - The team received approximately 60 emails per
day and responded to these on the day of receipt which is well
within our service standard of five working days.

i) UK Telephone Calls - During the period from 1 March 2009 to
31 May 2009 the team received a total of 12,210 telephone calls
which is 561 less than the same period two years ago and 99%
of these calls were answered.

The Registration Department answered 98.8% of calls within 30
seconds which exceeds our service standard of answering 80%
of calls within 30 seconds.
c) Emails

ii) International Applications - A total of 512 new international
applications were received in this period and 511 individuals
were registered which is 72 less than the same period last year.
Applications were on average being processed within six weeks
of receipt which exceeds our service standard of processing
applications within three months of receipt of all documents.

1) Operational Performance

a) Telephone Calls

Applications for readmission also took less than one working day
to process which is well within our service standard of processing
applications within ten working days of receipt.

Summary
This paper provides an update from the Registration Department
for the period 1 March to 31 May 2009.

Registrations – Richard Houghton
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At the start of June 2009 Paramedics and Orthoptists will be
invited to renew their registration. Following feedback from
registrants there has been some minor changes to the
authentication card which is attached to all new registration
certificates. The authentication code has been repositioned on
the card so that it is more prominent and the narrative ‘HPC’s
password to talk to you’ has been renamed ‘HPC’s telephone pin
code to talk to you’.

The department is operating within the budgeted headcount.

The department has worked with the Partner Department to
recruit and train Psychologist Registration Assessors. The team
also commenced delivering a series of six refresher Registration
Assessor training days to 136 Registration Assessors and also
delivered training to seven newly recruited Orthoptist and
Paramedic CPD Registration Assessors. The department is
currently recruiting CPD Registration Assessors for the next five
professions that are due to be audited.

b) Partners

Chantelle Mayoss joined the team as a Team Leader.

c) Registration Renewals

a) Employees

2) Resource
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Other building works
Orders have been placed to replace the external windows and
doors to the Kitchen of Park House and to replace the Central
heating boiler for the same. Work to be carried out during the
summer of 2009.

22-26 Stannary Street Building Project

The final invoice value for Phase 1 works is still being negotiated
on HPC’s behalf by Davis Langdon, Cost Consultants and
Quantity Surveyors for the project. (Please see separate paper)
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The works have commenced on-site in Mid-May for Phase 2 and
the steel framework of the new building is now in place. Please
see separate paper for detailed report on these works. It is
anticipated that they will be complete by the end of September
2009.

There are six permanent employees including the Facilities
Manager. Services provided include Reception, Building
Maintenance, Post Room, Catering, Health & Safety, Insurance
and Building Project Management.

Staffing

Facilities Management – Steve Hall
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Cherise Evans attended the BSI Regional Business Forum on
ISO9001 and how it can be used to improve businesses.

The next audit by BSI will be on 22nd October 2009.

A log of required changes will now be maintained.

A “Corrective and Preventive Action process sign off” process
has been developed. (Process for process changes checking).

BSI evaluated our existing ISO 9001:2000 systems to determine
if upgrading to 9001:2008 was possible. Key changes are around
how we use suppliers for delivery of key business services, Risk
Management, Environment and customer data. Two minor
changes were made on the spot to wording of individual
sections, and our Management System has been recommended
for approval to the ISO9001:2008 standard. A new certificate has
been issued.

BSI Audit
BSI audited the Fitness to Practice, and Quality Management
Systems organisation and review process on 28th April 2009. No
nonconformities were reported. We maintain our registration. A
copy of the report is attached.

HMRC Corporate Governance have supplied information on their
Corporate Risk Management but not the actual roles required by
the Poynter Review. A second Freedom of Information request
has been made, and we are awaiting the outcome. The probable
Chief Information Security Officer will be tackled at the European
Network and Information Security Agency (ENISA) meeting in
June. To determine if the Poynter Review is being followed
completely. The proposed Risk and Security roles will be
evaluated as potential new best practice.

Other information & data security work across HPC is ongoing.
We are currently looking at matching requirements highlighted by
CISMP as best practice.

A combined feedback & information requests process is being
developed to run across the entire organisation as a result of an
earlier QMS internal audit. This include specific statutory process
routes, FTP, where we must ensure FTP get earliest possible
site of potential new cases.

QMS process updates
Risk Management processes have been updated to include
changes to the process of updating the register.

Mapping Communications processes in greater detail has
commenced.

Mapping all Facilities processes in greater detail is continuing.

Feedback and Customer Service has been audited again.

Quality Management System (QMS) review meetings and
internal audits
An internal audit schedule for 2009-10 is underway. it. The HR
Partner processes have been audited. A medium scale IT project
(PC Refresh) has been audited.

Human Resources
No changes.

Business Process Improvement – Roy Dunn

Systems were rapidly brought into service from the replicated
servers at Star. The current DR/Business Continuity plan was
followed, and a report on how the test worked will be provided.

The scenario was based around environmental impact. CPSM at
Park House was severely disrupted in the 1970’s by a sewerage
flood in the basement. This formed the basis for the test.

Business continuity
A test of HPC’s business continuity provision took place on 22nd
May, with EMT members and CDT members being intercepted
as they arrived.

Roy Dunn attended the BSI Regional Business Forum on Risk
Management.
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Risk Register
Next update to the Risk Register is being prepared for, and will
take place in the Autumn.

Report templates have been updated for the new Financial year.
Advice has been received from our legal advisors, resulting in
further negotiation on terms with the preferred supplier.

Information & data management
Planning is taking place around integration of all intranet based
information sources, Springfield, QMS and “Intranet”.

On the 20th May a group of Registrations and Finance
Department employees visited the DR site near Uxbridge to be
shown around the types of facilities offered, listen to a
presentation on HPC’s cover and take part in a quiz on staying or
leaving Park House under certain types of scenario.

