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Summary 
This paper provides an update from the Registration Department 
for the period 1 December 2008 to 31 January 2009. 
 
1) Operational Performance   
 
a) Telephone Calls  
 
i) UK Telephone Calls - During the period from 1 December 
2008 to 31 January 2009 the team received a total of 8,765 
telephone calls which is 350 less than the same period two years 
ago and 99% of these calls were answered.  
       
ii) International Telephone Calls - During the period from 1 
December 2008 to 31 January 2009 the team received a total of 
1,764 telephone calls which is 661 less than the same period two 
years ago and 89% of these calls were answered.   
 
b) Application Processing 
 
i) UK Applications - A total of 898 new applications were 
received during this period and 837 individuals were registered 
which is 111 more than the same period last year.   Applications 
took between one to two working days to process which is well 
within our service standard of processing applications within ten 
working days of receipt.   
 
Applications for readmission also took between one to two 
working days to process which is well within our service standard 
of processing applications within ten working days of receipt.  
 

ii) International Applications -   A total of 373 new international 
applications were received in this period and 259 individuals 
were registered which is 29 more 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.  
 
c) Emails 
 
I) UK Emails - The team received approximately 80 emails per 
day and responded to these on average within one day of receipt 
which is well within our service standard of five working days. 
 
ii) International Emails - The team received approximately 
30/40 emails per day and managed to respond to these within 
one days of receipt which compares favourably with our service 
standard of five working days response time.  
 
d) Continuing Professional Development (CPD) Audit  
 
We requested CPD profiles from 5 per cent of operating 
department practitioners, at the beginning of September 2008.     
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2) Resource  
 
a) Employees 
 
The department is operating within the budgeted headcount.  
on the 27 January 2009 the department, in conjunction with the 
Business Improvement Team, undertook a planned disaster 

recovery exercise which resulted in some members of the 
Registration Department testing the services provided at the 
disaster recovery site to ensure that in the event of a genuine 
disaster service would still be delivered.                                           
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Staffing 
 
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. 
 
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. Both Planning and Building 
Control assent has been obtained for Phase 2 and this is project 
is currently being tendered. Tenders are due back with our 
consultants on 9 March, 2009. Subject to due diligence and 
interviews with the contractors, it is anticipated that the contract 
will be let by 23 March with start date within the first 2 weeks of 
April.  
 

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Facilities Management – Steve Hall 
 



14 
 

 
 

 
Summary 
This paper provides an update from the Registration Department 
for the period 1 December 2008 to 31 January 2009. 
 
1) Operational Performance   
 
a) Telephone Calls  
 
i) UK Telephone Calls - During the period from 1 December 
2008 to 31 January 2009 the team received a total of 8,765 
telephone calls which is 350 less than the same period two years 
ago and 99% of these calls were answered.  
       
ii) International Telephone Calls - During the period from 1 
December 2008 to 31 January 2009 the team received a total of 
1,764 telephone calls which is 661 less than the same period two 
years ago and 89% of these calls were answered.   
 
b) Application Processing 
 
i) UK Applications - A total of 898 new applications were 
received during this period and 837 individuals were registered 
which is 111 more than the same period last year.   Applications 
took between one to two working days to process which is well 
within our service standard of processing applications within ten 
working days of receipt.   
 
Applications for readmission also took between one to two 
working days to process which is well within our service standard 
of processing applications within ten working days of receipt.  
 
ii) International Applications -   A total of 373 new international 
applications were received in this period and 259 individuals 

were registered which is 29 more 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.  
 
c) Emails 
 
I) UK Emails - The team received approximately 80 emails per 
day and responded to these on average within one day of receipt 
which is well within our service standard of five working days. 
 
ii) International Emails - The team received approximately 
30/40 emails per day and managed to respond to these within 
one days of receipt which compares favourably with our service 
standard of five working days response time.  
 
d) Continuing Professional Development (CPD) Audit  
 
We requested CPD profiles from 5 per cent of operating 
department practitioners, at the beginning of September 2008.     
 
2) Resource  
 
a) Employees 
 
The department is operating within the budgeted headcount.  
  
On the 27 January 2009 the department, in conjunction with the 
Business Improvement Team, undertook a planned disaster 
recovery exercise which resulted in some members of the 
Registration Department testing the services provided at the 
disaster recovery site to ensure that in the event of a genuine 
disaster service would still be delivered.                                                       
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