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Annex A

Project

Risk assessment quality and
adherence to best practice
standard internal review

Progress update

Ongoing. Monthly quality assurance checks in
the department continue as part of our business-
as-usual processes. Ongoing QA team support
of the process is in place.

Improving communications, engagement and support we provide:

Workstream 1: Tone of voice
review

Workstream 2: QA review of
case plans and stakeholder
engagement

Completed. New template letters and Fact
Sheets were launched in October 2023.

Workstream 3: Developing
additional guidance and
support for unrepresented
registrants and encouraging
all registrants to engage
earlier in the process

Ongoing. Monthly quality assurance checks in
the department continue as part of our business-
as-usual processes. Ongoing QA team support
of the process is in place.

Workstream 4: Lay advocacy
service

Not yet started. We phased the start of this
project to ensure we focus on embedding the
changes from the projects in phase 1 and to
manage our capacity. The new Head of
Adjudication Performance will lead on this
workstream once they have been onboarded.

Workstream 5: Registrant
support line

Completed. Lay Advocacy service went live in
September 2022.

Consensual resolution of
cases — ensuring our policy
is applied consistently and at
the point of referral from the
ICP

Completed. Registrant support line went live in
April 2023.

Case management and
investigation — embedding
the learning from the
frontloading pilot.

Completed. Regular review of cases for consent
is now embedded in the post-ICP case
management process.

CMS — phase 2 — this will be
managed by the HCPC’s
Major Projects team

In progress. Frontloading of case investigations
with our providers commenced in July 2022.
Work to implement our operating model to
support in-house frontloaded investigations is
under way.

Review of KPIs and process
for Protection of Title cases

Completed. All items have now been delivered.
Project close down actions are now under way.

In progress — new processes and KPIs have
been defined. Work to implement phase 1 of the
new process is on track to be completed by 31
March 2024.
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