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Last year we saw the very successful launch of
our programme to modernise the delivery 
of our services which aims to make them all
available electronically to our customers. As 
a result, customers are now able to track their
Disclosure applications online. We completed
the implementation of the Quality Assurance
Framework (QAF) with the 43 police
Disclosure units in the forces in England and
Wales. This will improve the consistency of
decision making about what information to
make available to employers and Disclosure
applicants. We also successfully began the
implementation of a major programme of
work to incorporate other data sources into
the Disclosure service to help safer recruitment
decisions by employers. In addition we 
have made real progress in the programme
of work to help develop a much smaller 
and more professional network of Registered
Bodies (RBs) who access our services. 
Finally, we have developed a joint venture
with the Identity and Passport Service (IPS)
which will run through the summer of 
this year and will, in time, provide for a more
enhanced identification process for RBs. 

We have continued to focus on the accuracy
and timeliness of our service, conscious 
of the implications if we get things wrong.
That is why we can never be complacent and
continue our drive for yet further
improvements in the accuracy and speed of
our service. It is therefore pleasing that 
last year was marked by our highest levels of
customer satisfaction from a poll undertaken
on our behalf by Ipsos MORI. 

Last year also saw our highest ever levels of
Disclosure applications with over three
million issued, bringing the total since the
CRB’s inception to over 12 million. That
increase in demand for our services did
create some problems earlier in the year in
some police Disclosure units which impacted
on turnaround times for Enhanced Disclosures,
but we worked with them to meet the
challenges posed by the higher than
anticipated volumes and performance has
improved steadily since then.

Looking to the second year of our strategy,
this Business Plan for 2007/08 looks to build
on the progress that we made last year and
details our work programme for the coming
year. That programme will implement further
stages of our modernisation programme to
introduce electronic services and also with
the substantial preparatory work we will need
to undertake to get ready for the Vetting and
Barring Scheme (VBS), scheduled for
implementation in 2008. We will also look to
make progress with the various initiatives we
have planned to ensure the quality of the
Disclosure service is subject to continuous
improvement in support of our primary role

‘...to support those recruiting people into
positions of trust.’ 

Vince Gaskell
CRB Chief Executive

Chief Executive’s foreword

In the foreword of our Five-Year Strategy and Business Plan published early last

year, I promised that our strategy would deliver real benefits and service

improvements to our customers and that some of those benefits would be

delivered in 2006/07. With the help and commitment of all staff in the CRB I am

pleased to report considerable progress and success against a number of our

strategic objectives and in particular that we became a self-funding organisation

while making real improvements in customer service.



4

Criminal Records Bureau | Business Plan 2007/2008



5

Contents
Page

About us and our role 6

Governance structure 7

Strategic context 8

2007/08 Disclosure volumes 9

Disclosure accuracy 10

2007/08 Change programme 11

Performance measures 12

Financial planning and the 2007/08 budget 13

Managing risk 14

Working with stakeholders 15

Working with staff 16

Annex A: Activities and tasks 2007/08 17

Glossary 19



6

Criminal Records Bureau | Business Plan 2007/2008

Based in Liverpool, the Criminal Records

Bureau (CRB) was established in March 2002

under Part V of the Police Act 1997 in

response to public concerns about the safety

of children and vulnerable adults. It became

an Executive Agency of the Home Office 

in 2003 and is a public-private partnership

(PPP) with Capita.

Operating under Home Office Objective 3 –

Ensuring people feel safer in their homes

and daily lives – the CRB works with police

forces and other stakeholders to ensure that

we are able to realise our mission:

‘To help protect children and vulnerable
adults by providing a first-class service 
to support organisations recruiting people
into positions of trust.’

This is achieved through the Disclosure

service, which enables organisations to

gain access to important criminal and

other information for recruitment and

licensing purposes.

The CRB assists organisations (known as

Registered Bodies) by identifying candidates

who may be unsuitable for certain kinds of

work, enabling employers to make informed

decisions regarding employment. In doing

this, it particularly helps to provide

protection for children and other vulnerable

members of society.

Since the service commenced in March 2002,

the CRB has produced over 12 million

Disclosures, of which 663,716 (or 5.8%)

contained conviction or police intelligence

information. The CRB also acts as a deterrent

against those potential employees who

would be considered inappropriate to be

placed in a position of trust.

The CRB also commissioned independent

research carried out by Ipsos MORI with

those who use our services and that research

shows that over the last three years the

Disclosure process has prevented 60,000

unsuitable people working with children and

vulnerable adults. 

During 2007/08 the CRB will develop a

number of outcome measures to determine

the overall impact of the Disclosure service

and the extent to which we are meeting

Home Office objectives for the service. 

About us and our role
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Governance structure

A robust organisational structure is an
important element of the CRB’s corporate
Governance arrangements which ensure that
the CRB succeeds in achieving the tasks set
out for the year.

The structure below is underpinned by a small
group of designated committees that each
govern specific internal aspects of the CRB. 

The CRB will continue to consult and
communicate with stakeholders using a
broad range of methods in addition to this
formal mechanism.

Management
Board

Audit
Committee

Service Delivery 
Board

Commercial 
Board

Programme 
Board

Major Stakeholders
Group

Executive Team
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Strategic context

The 2007/08 Business Plan details the work the CRB is committed to in 2007/08, the second
year of its Five-Year Strategy published in 2006, which outlined revised strategic objectives
for the CRB. 

Our six key objectives:

1) To improve the delivery of our service to all stakeholders by:

Reducing cost and bureaucracy

Improving quality and accuracy

Developing capacity

Improving delivery times

2) To work with the Department for Education and Skills (DfES) and the Department of Health
(DH) to deliver the new Vetting and Barring Scheme (VBS) and its Independent Panel

3) To make all CRB services accessible electronically

4) To extend the range of data and criminal record sources that we can search

5) To expand our customer base by developing new services

6) To implement measures to enhance the gateway to our service

The above objectives were derived 
in response to a number of strategic
developments.

A) The Bichard Inquiry into the Soham
tragedy which resulted in a number of
recommendations that impacted 
upon CRB operations in our dealings with
the Registered Body (RB) network 
and police; improving the checking of 
the people from overseas and the 
setting up of a VBS 

B) Home Office initiatives for new police
systems (IMPACT) and the Identity
Management Project have implications
respectively for how we work with police
and RBs

C) Self-funding requirement which was
achieved in 2006/07 and a self-funding
budget for 2007/08 has been prepared
without recourse to a fee increase

The strategic context remains broadly the
same and during 2007/08 the CRB aims to
make progress against all six objectives with
particular focus on modernising the
Disclosure process through the development
of e-services and getting ready for the VBS,
scheduled for late 2008.
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2007/08 Disclosure volumes

The CRB forecasts a figure of 3.7 million Disclosure applications in 2007/08. As shown in the
graph below, the number of Disclosures has steadily grown since the CRB’s inception in 2002.

Annual Disclosure volumes

Increasing Disclosure volumes has
implications for all parties in the Disclosure
service. In recent years the volumes have had
a disproportionate impact on the police
Disclosure units which are sited in police
forces across the country and are relatively
small, making it difficult to respond to
unexpected changes in demand. Through
adoption of Service Level Agreements (SLA)
set up in April 2006, coupled with more
efficient resource models, this has gradually
made the units more responsive to increasing
demand during 2006/07. These arrangements
should enable the units to meet the expected
higher demands in 2007/08.

Similarly, additional resources have been put
in place at the CRB in anticipation of the 3.7
million Disclosure demand.

The challenge for the CRB in 2007/08 will be
to continually refine its demand forecasting
models and adjust resources in good time to
meet projections to ensure Disclosures are
processed in a timely manner to comply with
the ‘delivery-time targets’, as included in the
Performance Measures section of this Plan. 
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Disclosure accuracy

Equally important to timeliness, as a measure
of the Disclosure service, is accuracy and this
is reflected in the number of Performance
Measures in this Plan related to improving
quality and accuracy. 

Since its inception the CRB has consistently
delivered a high level of accuracy by applying
robust controls in its own operations and
assisting its Disclosure partners, for example,
through the Registered Bodies Code of
Practice and assurance regime and in the roll
out of the Quality Assurance Framework
(QAF) across all police forces.

In 2006/07 the internal assurance regime was
further strengthened by the adoption of a
risk-based checking and reporting regime
across all aspects of the CRB operations, and
the CRB sought external validation by
commissioning two external studies of its
overall processes and the key components of
the IT system used in the Disclosure process.
Both reviews resulted in favourable reports.

However, because of the nature of the
service we provide and the public protection
issues involved, there is no room for
complacency. We are also very conscious of
the impact on those individuals who we
associate to a criminal record that does not
belong to them. Therefore, in 2007/08 the
CRB will seek to further improve its quality
assurance regime and will seek to ensure that
the Change Programme detailed elsewhere
in this report is developed in such a way as
to not compromise the accuracy of the
Disclosure service, nor indeed, the VBS. In
addition we will be taking steps to improve
upon the already exceptionally high levels of
accuracy we actually achieve.
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2007/08 Change Programme

In view of the importance of the Change Programme to the future of the CRB and in particular
its aspirations to provide a modern Disclosure service and to support the new VBS, a review of
the CRB IT Strategic Architecture and Change Programme Governance arrangements was
undertaken in 2006/07. This review led to a re-scheduling of the 2006/07 programme to ensure
all developments were geared towards our strategic aims.

The review concluded that the IT strategic direction, which underpinned the delivery of the first
e-service ‘online tracking’, on which the CRB had embarked, was sound but there was a need
for greater integration with the rest of the Criminal Justice System’s exchange of data. The
review also concluded that the risk to both the strategic projects and existing services would be
reduced if the former were developed in a ‘ring fenced’ manner on a separate strategic platform
that made use of the existing service platform without requiring any major change to it. 

The review recommended that the strategic change should be delivered in releases as follows:

Release Delivery Proposed plan

1 Q2 2007 Strategic platform: Electronic ‘e-Bulk’ applications and Disclosures for 
Standard and Enhanced products developed and rolled out to large 
volume RBs.

2 Q4 2007 a) First phase PLX+ improvements. 

b) Development of individual e-Applications and further roll out of 
‘e-Bulk’ input and introduction of online authentication. 

3 Q2 2008 a) Remaining PLX+ improvements and development of interfaces to 
existing platform.

b) Build and test VBS functionality. 

4 Q4 2008 a) VBS ‘go live’ and pursuit of a third Disclosure service (Basics).

Of course the CRB will be working on projects in pursuit of all its objectives and the
programme definition document signed off by the CRB Management Board in March 2007
incorporated the full Programme Plan and the Programme Management/Governance
arrangements. The Programme Plan, by objective and quarter is recorded at Annex A.

While the VBS and e-services are central to the CRB’s future and will provide real benefits to
customers of the CRB’s services, they should not detract from other, perhaps less high profile,
projects that will deliver improvements to the Disclosure service. For example, our plans for
PLX should help speed up the Disclosure process while by continuing to add to the data
sources that PLX can access we will increase the overall coverage of the Disclosure service and
in the process reduce still further the prospect of unsuitable people gaining access to children
and vulnerable adults.
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Performance measures

Due to the nature of the services provided, it is important that the CRB achieves all targets
each month, rather than on an annual basis. It is also imperative that performance indicators
are aligned with our strategic aims, so that progress can be scrutinised.

Targets

Improving delivery times Target 2006/07

Enhanced Disclosure applications

a) CRB to complete and send to police 90% checks in 10 days 96.5%
b) Disclosures issued 90% issued in 28 days 84.9%
c) Disclosures issued 99% issued in 60 days n/a*

Standard Disclosure applications 90% issued in 10 days 98.8%

Calls to the call centre 90% answered in 20 seconds 92.9%

PoVAFirst checks 98% completed within 48 hours 99.1%

Improving quality and accuracy Target 2006/07

Disclosure accuracy To reduce the error rate by 99.94%
(our aim is 100% Disclosures free of error) 10% year on year 

Customer satisfaction 85% based on annual Ipsos 82%**
MORI survey results

Complaints 95% resolved in 10 days 94.3%

Disclosure disputes 90% completion within 21 days 97.8%

Reducing cost and bureaucracy Target 2006/07

Unit costs of Disclosure production Reduce cost by 5% 12%***

Internal development/people access

(a) Critical project milestones ****

(i) VBS Procurement contract in place n/a*
by May 07

(ii) e-services Delivery of e-Bulk by Jan 08 n/a*

(b) Average sickness absence levels 8 days annually***** 8.6

Notes on targets
The Disclosure accuracy measure was introduced in January 2007 the above measurement relates to the last three months of the financial year only. 

* Not currently measured

** Customer satisfaction was not included as a published target in 2006/07

*** Exceptional cost reduction performance has been due to unforeseen high Disclosure volumes and an underspend in the development expenditure

**** The Management Board agreed that a critical project milestone measurement was more appropriate for measuring internal development

***** The 2006/07 performance was against a target of 11 days. The Management Board agreed to set a more taxing target for 2007/08 of 8 days in line
with our longer term commitment to the Home Office aspiration of a 6 day target for 2010
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Financial planning and the 2007/08 budget

In March 2008, the CRB’s Management Board agreed the budget below having approved the
Change Programme at Annex A and previously recommended to Ministers that fee levels
should remain unaltered during 2007/08.

The annual total Disclosure volumes will be 3.7 million

Volunteers will account for 20% of these applications

The cost of the Change Programme at Annex A will be borne by the CRB with the
exception of the VBS project which will be centrally funded

Budget

2007/08 (£m) 2006/07 forecast 
outturn at 
March 07* (£m)

Income 106.2 94.4

Production costs
Direct 70.1 63.4
Indirect 20.0 15.8
Sub-total 90.1 79.2

Change costs
Running costs 0.9 0.6
Development 5.3 3.2
Sub-total 6.2 3.8

Total Costs 96.3 83

Less previously funded police set-up costs 0.0 0.1

Surplus/(deficit) 9.9 11.3

Volume of Disclosures 3.7m 3.3m
Volunteers 20.0% 20.1%
Production cost per Disclosure 23.9 24.9

While the budget indicates that self-funding should be achieved in 2007/08, the CRB’s financial
position remains susceptible to changes in overall volume and non–paying volunteers
numbers. Therefore, the Management Board will continue to keep fee levels under review. 

* Final accounts will be published in the CRB’s 2006/07 
Annual Report and Accounts 
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Managing risk

An important governance consideration is how the CRB manages its risks. The CRB adopts 
a cascade risk management methodology with strategic risks, identified and continually
reviewed by the Management Board, and underpinned by lower-level risks owned and managed
by individual managers.

In November 2006, the Management Board reviewed and agreed to modify the strategic risks
to achieve a sharper focus on accuracy, timeliness and Information Technology.

Risk

1. Demand management The CRB cannot fully control the demand on its 
services. Therefore continuous assessment 
and forecasting of short, medium and long-term 
demand is required if both reputation and 
operational damage is to be avoided.

2. Accuracy The accuracy of the Disclosure products is
pivotal to the CRB’s reputation.

3. Timeliness Delayed Disclosures can result in delayed or 
inappropriate recruitment.

4. Relationship management The CRB cannot deliver a Disclosure service 
without its business partners and/or stakeholders. 

5. Business continuity failure The CRB’s inability to continue or resume
business delivery following commercial, 
IT, personnel or natural disaster would have
serious reputational and operational
implications for the CRB. 

6. Systems control/information The mishandling of the sensitive data that support
system failure the Disclosure process would undermine  

the whole service while development of new IT 
systems is critical to the CRB’s strategic direction. 

7. Critical project failure Ineffective project/change management 
and control may lead to critical project failure. 

While agreeing to modify the strategic risks, the Management Board also agreed to a series of
steps to comprehensively embed risk management across the CRB to make the regime relevant,
instilled in the management culture and will assist in the achievement of its 2007/08 objectives.
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If it is to achieve success during 2007/08,
the CRB will more than ever need to work
collaboratively with all of its partners both
in the existing Disclosure service and within 
the VBS.

Registered Body community
In 2006/07 the assurance project on the 3000
RBs that provide 88% of annual Disclosure
volumes was completed. The CRB has used
the lessons learnt from this major assurance
exercise to develop a new self-assessment
regime which will aim to validate the
practices of individual RBs and provide
support to improve performance where
required. The new assurance regime will play
a major role in improving the gateway to the
Disclosure service and as well as in getting
the RB network ready for the VBS.

The RB community will have a major part to
play in another of the CRB’s major change
projects, e-services. 2006/07 saw the launch
of the first e-service, ‘online tracking’ and
during 2007/08, co-operation from the RBs
will be essential if we are to achieve our goals
for e-Applications, both single and bulk. 

Also in 2006/07, following the regulatory
changes to Registration and extensive
consultation, the reduction of the RB
network commenced with the de-registration 
of those RBs that had not used the
Disclosure service for over a year.

During 2007/08 the cancellation programme
will continue covering those RBs with an
annual Disclosure volume of fewer than 100.
The registration cancellation project exercise
will be conducted to ensure that the network
retains the necessary geographical and sectorial
coverage to allow access to anyone who
wants/needs to access the Disclosure service.

Police
In 2007/08 the CRB will work with
Association of Chief Police Officers (ACPO)
representatives on a number of initiatives
(see Annex A) to ease the burden on the

police Disclosure units to ensure that the
overall improved Disclosure turnaround
times are maintained or bettered. The CRB
will work with the units to ensure that the
QAF is effectively implemented and will
operate the Service Level Agreement (SLA)
to ensure that the units are properly
resourced and their performance monitored. 

The VBS will be reliant on the units and in
collaboration with the Independent Barring
Board (IBB); the CRB will work through
ACPO with a view to keeping any new
requirements to an absolute minimum. 

Capita
The improved performance of the CRB in
recent years has been in no small part due to
the efforts of our PPP partner, Capita. The
challenge for the relationship in 2007/08 will
be to deliver and put in place the appropriate
commercial arrangements for the
modernisation programme and the support
to the VBS. 

Other government bodies
The CRB has always worked closely with
government departments with an interest in
employment in the child care and vulnerable
adult sectors. In 2007/08 these relationships will
become increasingly important, most
immediately in the context of the VBS but also
for the IMPACT and Identity Management
Programmes. Various project specific
contacts/inputs have been put in place as well as
an overarching ‘horizon monitoring’ role identified
to ensure that the CRB is fully aware of
developments that could impact on its services.

Stakeholder groups
The modernisation programme and the VBS
dictate that in 2007/08 the various
Stakeholder Groups will become an
increasingly important conduit for
exchanging ideas. The CRB has repositioned
its communication resources accordingly
with an intensive programme of stakeholder
consultation planned for 2007/08. 

Working with stakeholders
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Working with staff

Finally, none of the Disclosure service
improvements of recent years would have
been achieved without the hard work of our
staff. In recognition that 2007/08 (and
beyond) will pose many challenges, in 2006 a
two-year pay deal was secured to provide the
stability necessary for staff to address the
challenges, supported by new performance
management and development
arrangements which will be introduced in
partnership with the Trade Union Side (TUS)
in 2007/08. 

The new arrangements will help focus the
efforts of all staff by clearly linking individual
job objectives with the wider aims of the CRB
and will also support performance in their
current role and in career development.
Practical steps will be taken to ensure this
happens, for example, the training budget will
be devolved to allow managers and staff to
make decisions on the most appropriate
development path while the recently piloted
Management Development Programme will
be made available to all grades during 2007/08. 

As reported elsewhere in this Plan, the CRB
has set itself some stretching sickness
absence targets for 2007/08 and beyond, to
improve performance and develop
capabilities. The CRB will work in partnership
with the TUS to identify what practical steps
need to be taken to reduce the already
relatively low levels of sickness absence. 
For example, a programme of action around
‘Wellbeing at Work’ is planned for 2007/08. 

Finally, the CRB will ensure that its Personnel
Management practices are fully compliant
with the CRB’s composite Equality Scheme
for Race, Gender and Disability.

With the above initiatives, in particular the
new Performance and Development System,
the CRB will aim to seek Investors in People
(IiP) accreditation in 2008/09. 
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Annex A : Activities and tasks 2007/08

2007/08

Qtr 1 Qtr 2 Qtr 3 Qtr 4

1.1 PLX enhanced Enhanced search capability
functionality implemented

Protocol agreed to allow risk-based
withdrawal of address-based referrals
to police

1.2 Police volume Capability to perform searches 
management on behalf of police forces from 

a central location

1.3 PNC step down Changes implemented to existing 
processes and services to make the 
CRB compliant with the new data 
retention guidelines for PNC

Note: In addition to the above there is an ongoing programme of improvements to the service

2007/08

Qtr 1 Qtr 2 Qtr 3 Qtr 4

2.1 VBS – systems Supplier who will provide the CRB’s 
systems to support VBS selected

2.2 Develop new Data items needed for paper VBS
Disclosure and VBS applications agreed
application form

2.3 VBS – processes RBs, Local Police Forces (LPFs) and CRB 
and procedures staff informed of new VBS processes 

and the impact on existing processes

2.4 VBS – resources Resource and volumetric model 
and training developed for the CRB and LPFs

Note: Work to prepare for the introduction of the VBS will continue throughout the year 
in preparation for its launch during the next financial year

2007/08

Qtr 1 Qtr 2 Qtr 3 Qtr 4

3.1 e-services – Roll-out of online application 
e-Tracking tracking phase 2 (tracking of multiple 

Disclosure applications by RBs)

3.2 e-services – Implementation of e-Bulk Disclosure
e-Bulk applications with first tranche of RBs

3.3 e-services – Design of web-based VBS and
e-DAF Disclosure applications completed

Objective 1: To improve the delivery of 
our service to all stakeholders

Objective 2: To work with DfES and DH to 
deliver the new VBS and its Independent Panel

Objective 3: To make all CRB services 
accessible electronically



Objective 5: To expand our customer base
by developing new services

Objective 6: To implement measures to
enhance the gateway to our service

Objective 4: To extend the range of data and
criminal record sources that we can search
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2007/08

Qtr 1 Qtr 2 Qtr 3 Qtr 4

4.1 New data sources Royal Military Police data available 
to Disclosure service

MOD Police data available to 
Disclosure service

SOCA pilot evaluation report produced

Isle of Man Constabulary data 
available to Disclosure service

Note: During the year we will continue to work with the Home Office and the police to
develop opportunities for using data from overseas data sources

2007/08

Qtr 1 Qtr 2 Qtr 3 Qtr 4

5.1 Continuous Complete feasibility study
updating of 
Disclosures

Note: We will not progress the Basics product this year and, apart from the above, the

development of new services will be restricted to the CRB’s contribution to the VBS

2007/08

Qtr 1 Qtr 2 Qtr 3 Qtr 4

6.1 Restructuring of All RBs failing to meet the application
the RB network threshold criteria removed from 

the Register

6.2 ID management Report produced on Proof of Concept
pilot results and recommended next steps

Criminal Records Bureau | Business Plan 2007/2008
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Glossary

ACPO Association of Chief Police Officers

CRB Criminal Records Bureau

DfES Department for Education and Skills

DH Department of Health

e-Applications Electronic Applications 

e-Bulk Multiple electronic applications and results

e-DAF Electronic Disclosure Application Form

e-services Electronic Services

e-Tracking Electronic Tracking

IBB Independent Barring Board

IiP Investors in People

IPS Identity and Passport Service

IMPACT The new police system to replace PNC

LPF Local Police Force

MOD Ministry of Defence

PLX Police Cross-Checking System

PNC Police National Computer

POVA Protection of Vulnerable Adults List 

PPP Public-Private Partnership

QAF Quality Assurance Framework

RB Registered Body

SLA Service Level Agreement

SOCA Serious Organised Crime Agency

TUS Trade Union Side

VBS Vetting & Barring Scheme
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