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Registration Department – Richard Houghton
c) Emails

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

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.

1) Operational Performance

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.

a) Telephone Calls
i) UK Telephone Calls - During the period from 1 July to 31 July
2010 the team answered a total of 9,205 telephone calls which is
204 more than the same period two years ago.

d) Continuing Professional Development (CPD) Audit
Assessment days continued to be held during this period.

ii) International Telephone Calls - During the period from 1 July
to 31 July 2010 the team answered a total of 1,499 telephone
calls which is 518 more than the same period last year.

e) Registration Renewals
At the start of May 2010, 1,573 renewal forms were sent to
hearing aid dispensers. A total of 96.7% successfully renewed
their registration for the next two-year cycle with 57% renewing
online.

b) Application Processing
i) UK Applications - A total of 1980 new applications were
received during this period and 1,720 individuals were registered,
which is 420 less than the same period last year. Applications
were processed within our service standard of ten working days
of receipt.

At the start of May 2010, 12,878 renewal forms were sent to
chiropodists / podiatrists. This year a record total of 96.1%
successfully renewed their registration for the next two-year
cycle, which is an improvement of 3.4% compared to the last
renewal period. A total of 6,226 registrants renewed online which
represents 48% of those registrants invited to renew their
registration.

Applications for readmission were processed within our service
standard of ten working days of receipt.
ii) International Applications - A total of 246 new international
applications were received in this period and 130 individuals
were registered which is 4 less than the same period last year.

2) Resource
a) Employees
The department is operating within the budgeted headcount.

iii) Grandparenting Applications – A total of 6 new
grandparenting applications were received in this period and 14
individuals were registered.
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Project Management – Denis Risman
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Facilities Management – Steve Hall
Staffing

Access Control

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

The lift within Park House has now been successfully integrated
within the access control system.

Training

Following 2 employees being referred to Occupational Health
and recommendations from the same, replacement chairs have
been sourced and installed.

Health & Safety

The Facilities Manager attended a course on Computer Aided
Design (CAD) in August.
Building Refurbishments
In August 2010, the following works where carried out:
•
•
•

Refurbishment of the toilets within Park House
Remedial works to areas within Park House/20 Stannary
Street showing evidence of damp penetration
Redecoration of main staircase and traffic routes within
Park House and 20 Stannary Street

All above took place out of office hours, minimising disruption to
the business and stakeholders.
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Business Process Improvement – Roy Dunn
Information security management
Customisation for our cross organisation Information Security
training solution are being designed.

Human Resources
No changes.
Quality Management System (QMS) review meetings and
internal audits
The internal audit schedule for 2010-11 is running. Education
and HR, have been audited. The new archive has had a
preliminary audit.

ISO27001 back ground work is progressing.
Information & data management
QMS and HPC intranet integration. Post roll out changes have
been designed and have been implemented by the developer.

Updating the Quality Management System is ongoing, with
controls provided by Lotus Notes database functions.

BPI are looking at possible scanning and presentation systems
to speed up CPD and International / Grandparenting assessment
processes.

QMS process updates
All Information Technology processes were reviewed at a recent
IT planning day. The new processes have been applied to the
QMS. Fortunately IT were able to draft their own processes
saving significant time. HR Partners are reviewing their
processes over the summer.

Risk Register
Specific risks around implementing HPC’s actions from the White
Paper “Liberating the NHS: Report of the arm’s-length bodies
review “are being analysed. The next iteration of the general risk
register is in preparation for presentation to the Audit Committee
at the end of the summer.

BSI Audit
We will be working with a new external auditor from October
2010 after 6 years with Lisa Clarke. (This change may in fact be
deferred).
Business continuity
No changes currently other than monthly list updates. Preparing
to plan Communications exercise.
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