
NAO Recommendations – CQC Action Plan in response  
What Lead Outline actions/timeline 

1. Clarify key dependencies within its new strategy 
and the impact any delays in development might 
have on other aspects of its strategy. Two key 
areas are its development of its digital capacity 
and its work to develop information collection and 
systems.  

Director Lead: 

Mark Edmonds (Roadmap) 

Pete Sinden (Digital delivery) 

ET lead: (Incoming COO)  

Anticipated Outcomes: A clear roadmap, plan and 
appropriate governance that ensure CQC are set up to 
successfully deliver its key priorities for change that will deliver 
the ambitions set out in the strategy. 

Key deliverables to deliver outcomes: 

• CQC has set out a road map which sets out the nature and 
sequence of change that the organisation needs to deliver 
over the next 3 years in order to meet its stated strategic 
objectives.  

• Two of these have now been signed off (Registration and 
Monitor); with the remaining roadmap around Inspect & 
Rate will be signed off by January 2018. 

• Key deliverables for the year ahead will be included in the 
CQC Business Plan to be signed off by Board March 2018. 

• New governance model to be put in place to manage 
delivery. To be signed off by the ET January 2018 and new 
arrangements in place and fully operational from April 
2018.  

• The digital and intelligence elements of the roadmap were 
approved by the Board in October 2017, subject to 
clarification of benefits, timelines and cost. The initial 
assessment to be presented to the CQC Board Dec. 2017.  

Priorities for delivery across 2018 include enhancing the way   
 we collect information from providers 
 that providers register new services with us 
 that we use the information to inform an intelligence led 

approach to regulation 
 we collect evidence and the way that we share information 

about our regulatory activity with the public.  



2. Ensure that digital systems effectively support 
inspection staff by bringing information together 
and helping to identify emerging risks to people's 
care.  

Director Lead: 

Helen Louwrens 

Pete Sinden  

ET lead:  Ted Baker 

Anticipated Outcomes: Better automation to improve and 
innovate the way we collect, analyse and share information to 
assess and target risk. 

Key deliverables to deliver outcomes: 

• Automation of data processing and production of current 
products so that Analysts are able to spend more time on 
new analysis and innovation. Essential data into a single 
platform and key manual reports automated by Q1 
2018/19. New principles around automation to be 
developed Q4 2017 as we build new products and services 

• Harness better available data from different sources to 
drive greater value Intelligence products for risk 
assessment and planning. Products and Services roadmap 
in development. Continuous development of existing 
products underway. Expect new products to be coming on-
stream from Q1 2019/20 onwards.  

• Ensure Data scientist and analysts are able to perform 
innovative analysis across wide ranges of data to develop 
new indicators. Analytics platform to allow us to scale will 
be developed during 2018/19. Team skills and capability 
development plan through to end 2019/20. 

• A step change in ability to analyse qualitative information 
from multiple sources. We will have access to key 
qualitative data sources by April 2018 for use within our 
new analysis tool (Endeca). 



3. Assess how inspection staff engage with other 
local stakeholders and share information. The 
results should be used to develop approaches that 
will support staff in improving local engagement 
and maximise local intelligence.  

Director Lead: Chris Day 

ET lead: Steve Field 

Anticipated Outcomes: A strengthening of engagement 
arrangements with local stakeholders to build relationships and 
so maximise intelligence to support our inspectors. 

Key deliverables to deliver outcomes: 

• In line with strategy commitments increased emphasis on 
activity to develop and sustain relationships with local 
stakeholders and clear allocation of inspector time to 
undertake this engagement. Introduced from June 2017 to 
November 2017 – impact to be tracked and reported six 
monthly. 

• Public engagement strategy commitment to develop cross-
sector approaches to inspection team local engagement 
(July 2017 – 2021). Formal review June 2019. 

• Training offer for inspection staff on local relationship 
management and engagement (Hospitals Q4 2017; PMS 
and ASC 2018). 

• Annual survey of local Healthwatch (led by HWE) to 
measure perceptions of quality of relationships with 
inspection teams (Q2 2018). 

4. Review the activities it currently uses to test and 
demonstrate consistency in inspection approaches 
and judgements. This review should include: 
discussions with providers, provider representative 
organisations and its own inspection staff to 
understand the concerns they have about 
consistency; and engagement with other regulators 
to understand how they approach this issue.  

 

Director Lead : Mark Edmonds 

ET lead: Malte Gerhold 

Anticipated Outcomes: Improved consistency in our 
inspection approach and judgements. 

Key deliverables to deliver outcomes: 

• Specific review to improve CQC’s post inspection Quality 
Control and Assurances processes across and within 
sectors. To complete December 2017. 

• By February 2018 better understand how consistently our 
processes are applied. A joint sector improvement plan to 
be developed March 2018 for delivery across 2018. 

• March 2018, completed complex and combined provider 
workshops currently ongoing across all directorates. 



5. Set out how it will get assurance that its 
inspection staff are taking consistent and 
appropriate decisions about regulatory action in 
response to intelligence. This might involve, for 
example, in-depth review of a sample of concerns 
or providers.  

Director Lead : Mark Edmonds 

ET lead: Andrea Sutcliffe 

Anticipated Outcomes: Greater organisational assurance that 
inspectors are taking appropriate and consistent decisions 
about regulatory action.  

Key deliverables to deliver outcomes: 

• Currently undertaking quality sampling of the information 
inspectors receive from our intelligence colleagues as well 
other information recorded to see how consistent we are in 
making regulatory decisions. This work is due to be 
reported January 2018. 

• We also plan to undertake random sampling, on a 
quarterly basis into other forms of information such as 
Whistleblowing disclosures, notifications from providers 
and safeguarding alerts. That will lead to 
recommendations for action. 

• An ongoing programme of work is also underway to 
assess how consistently we use our enforcement decision 
making processes and the quality of those decisions. 
Some elements of this work (use of the decision tree and 
outcome of representations) have been completed already 
but others are scheduled to be completed as part of the 
planned programme in Q3 and Q4. 

• All of this work will be carried out in partnership between  
the inspection directorates and the support directorates 
and  will follow a planned programme of work over 
21017/18 

 

 


