2
11
15
16

Registration – Richard Houghton

Project Management – Denis Risman

Facilities Management – Steve Hall

Business Improvement – Roy Dunn

1

Page

Department

Contents

Operations Report to Finance & Resources Committee, 29th April 2010

2

At the start of February 2010, 44,714 renewal forms were sent to
physiotherapists. As at 14 April 2010 36,732 renewal forms had
been returned to and processed by the registration department.

Applications for readmission took on average nine working days
to process which is within our service standard of processing
applications within ten working days of receipt.

We requested CPD profiles from 2.5 per cent of arts therapists
during this period and assessment days continued to be held.
e) Registration Renewals

d) Continuing Professional Development (CPD) Audit

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

i) UK Emails - The team received approximately 100 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.

c) Emails

iii) Grandparenting Applications – One new grandparenting
application was received in this period and 15 individuals were
registered.

ii) International Applications - A total of 233 new international
applications were received in this period and 129 individuals
were registered which is 70 less than the same period last year.
Applications were on average being processed within twelve
weeks of receipt which meets our service standard of processing
applications within three months of receipt of all documents.

i) UK Applications - A total of 779 new applications were
received during this period and 694 individuals were registered,
which is 141 more than the same period last year. Applications
took on average ten working days to process which meets our
service standard of processing applications within ten working
days of receipt.

b) Application Processing

ii) International Telephone Calls - During the period from 1
March to 31 March 2010 the team answered a total of 1,883
telephone calls which is 734 more than the same period last year
and represents a 63.9% increase in the number of calls the
department handled.

i) UK Telephone Calls - During the period from 1 March to 31
March 2010 the team answered a total of 10,797 telephone calls
which is 3,621 more than the same period two years ago and
represents a 50.5% increase in the number of calls the
department handled.

a) Telephone Calls

1) Operational Performance

Summary
This paper provides an update from the Registration Department
for the period 1 March to 31 March 2010.

Registration – Richard Houghton

As part of the roll out of the online renewals service all arts
therapists and dietitians together with 11,253 physiotherapists

At the start of April 2010 7,153 dietitians were invited to renew
their registration and registrants have until 30 June 2010 to
renew their registration.

At the start of March 2010, 2,780 renewal forms were sent to arts
therapists. As at 14 April 2010 1,459 renewal forms had been
returned to and processed by the registration department.
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The department is operating within the budgeted headcount.

a) Employees

2) Resource

receiving a final renewal notice at the beginning of April have
been invited to renew their registration online.
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Access control is now in place throughout the building and was
switched on Friday 9 April.

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.

Replacement copiers have been identified and ordered. These
will replace the devices currently located in Fitness to Practise
and the Mezzanine. The new models will be copier/scanner/fax
devices

Copiers

Access Control

Staffing

Facilities Management – Steve Hall

Information security management
An on-line Information Security training solution to be used by
the whole of HPC has been ordered.

The contract with ICM has been renewed.

Business continuity
Small changes and additions to processes are being made to
keep the Disaster Recovery plan current. An update relating to
on-line file replication will be required when the ISP migration is
completed.

BSI Audit
The next BSI audit at HPC to the ISO9001:2008 standard, will be
on 8th June 2010.

QMS process updates
Updating Secretariat and Registrations processes.

A cross company audit of Starters and Leavers processes is
ongoing and will encompass the initial stages of the enhanced
door security roll out.

Quality Management System (QMS) review meetings and
internal audits
The internal audit schedule for 2010-11 is commencing.

RD has completed the IT-Governance (ISO 27001) ISMS Master
Implementer Certificate in preparation for the commencement of
this project.

Human Resources
No changes.
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Records of key management decisions
Information security policy set, including ISMS policy
ISMS scope
Information security procedures
Controls documentation
*Risk assessment methods
*Risk assessment reports
*Risk treatment plan
ISMS operating procedures
Information security metrics
*Statement of Applicability
Document control procedure (reused from QMS ISO 9001?)
Records control procedure
Security awareness, training and education records including test results
Internal ISMS audit plans and procedures
*Management review plans and reports
Corrective action procedure
Preventive action procedure

An information risk monitoring tool has been obtained to monitor
changes long term, and assist in the annual reassessment of our
information security risk profile. This is used in connection with
the * items above.
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Initial activity is around determining the criteria for determining
acceptable levels of information security risk, and documenting
the risks and mitigations in detail that are already in place.

ISO27001 background work has commenced, and we are
looking to start working toward the standard as soon as time and
budgets allow in 2010-11.

Enhanced internal door security has been rolled out by the
Facilities dept in response to information security audits last
year.

Business Process Improvement – Roy Dunn

A top ten list of risks will be highlighted and additional levels of
detail will be provided on these key items.

Risk Register

Bulk shipment of our archive in 4 dedicated HGV loads is
ongoing. The new archive provides greater security of storage in
worked out areas of an operational salt mine.

The contract with the new Archive supplier Deepstore Ltd, has
been signed. The move of the archive has commenced.

Low level demographic reports across the active register have
been created.

Business Process Improvement will now be maintaining the
running five year registrations forecast.

QMS and HPC intranet integration. Post roll out changes have
been designed and will be implemented shortly by the developer.

Information & data management

17

