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Foreword
by the
Chair and
Chief
Executive



Disclosure and Barring Service (DBS) is responsible for delivering government policy on
Disclosure and Barring functions, and plays a significant role in helping the government to meet
the challenges that the safeguarding environment presents.

DBS was formed in December 2012, following the merger of Independent Safeguarding Authority
and Criminal Records Bureau. In the last five years we have seen increased demand for our
services as disclosures grew from 3.8 million to 4.3 million annually and Barring cases increased
by 50%. We have issued over 22 million disclosure certificates and have 1.3 million subscribers
to the Update Service. The numbers of people added to our Barred lists has risen from
approximately 54,500 in 2012 to 67,000 by April 2018.

Providing a quality service to our customers is paramount to us. Our staff undergo intensive
training programmes and our Barring caseworkers are highly trained professionals in their
specialised field. We were delighted when we became accredited under the Customer Service
Excellence Standard and have since retained that accreditation. We also won the InMoment
Customer Commitment Award. It is down to the commitment and hard work of our staff that DBS
has achieved such success.

Over the last five years, we have undergone several independent reviews relating to different
areas of our business, which we have appreciated and learnt from their recommendations,
making changes where appropriate. Our focus for improvement has always been and will always
be on the quality of the service that we provide and the importance of the work that we do.

We have worked closely with Home Office (HO) colleagues and value their support in helping us
to deliver our services, acknowledging the expectations of ministers and the wider government
agenda in relation to safeguarding and in carrying out our responsibilities.

During the year, the board has been further strengthened and we now have a broad range of skills
from both executives and non-executives, including specialists in safeguarding to IT, business
change and audit experts. Two of our most experienced non-executives came to the end of their
terms in November 2017, and their contributions to the board since 2012 have been invaluable.

Our Annual Report and Accounts for 2017-18 sets out details of our operational and financial
performance during the year. It has been a challenging year for DBS, particularly in regard to
getting new systems up and running, but we have nonetheless managed to deliver improved
performance from last year. Delivering and embedding our modernised IT solution, known as
Release 1 (R1), to reflect modern ways of working and living has been a significant challenge.

We remain committed to delivering our services more quickly and efficiently and to provide
digital channels for our services. It will improve the effectiveness of services we already offer and
provide the capability for us to deliver new services should the government require us to. The
report details progress in this field.

In February 2018, our 2017-2020 Strategic Plan was published and we look forward to delivering
the ambitions set out.

Bill Griffiths Adele Downey
Chair Chief Executive

Annual Report and Accounts 2017-18 3



Performance
Report

Our vision is to make our
services simpler, faster
and more accessible.

Our mission is to put
safeguarding at the heart
of everything we do.



OVERVIEW

The ‘Overview’ section of the performance report provides a summary of the role, purpose and
performance of DBS during 2017-18.

About DBS

DBS is responsible for the delivery of Disclosure and Barring functions on behalf of government.

We provide a service that enables organisations in the public, private and voluntary sectors to
make better-informed, safer recruitment and other decisions. We do this by providing information
to enable them to determine whether individuals are unsuitable or unable to undertake certain
work, particularly with occupations involving regular contact with vulnerable groups, including
children. The information provided by us should be used in conjunction with other recruitment
tools to determine an individual’s suitability for a certain position or post. We also determine
whether an individual can work in a regulated activity' with children or adults by making decisions
about their inclusion in either or both Barred Lists.

DBS was established under the Protection of Freedoms Act 2012 on 1 December 2012,
operating from two sites, Liverpool and Darlington. We operate Disclosure functions for England,
Wales, Jersey, Guernsey and the Isle of Man, and Barring functions for England, Wales and
Northern Ireland.

This Annual Report details our performance in 2017-18, the first year of our new 2017-20 Strategic
Plan. This strategy set out the following aims for DBS:

Our vision is to make our services simpler, faster and more accessible.
Our mission is to put safeguarding at the heart of everything we do.

The combined strategic ambition of the DBS and government is delivered through five strategic
objectives. These are:

Improve safeguarding through delivery of excellent services and sharing of knowledge
Drives good value for money

Meets customer needs and exceeds expectations

Develops a talented workforce to inspire continuous improvement

Is a highly valued public organisation.

akronA

Our activities

The statutory duties of the DBS are contained in the Safeguarding Vulnerable Groups Act 2006
and Part V of the Police Act 1997, as amended by Protection of Freedom Act:

Disclosure:

To hold and maintain a register of organisations approved by the DBS to submit applications for
criminal records certificates.

' Section 7 of the Safeguarding Vulnerable Groups Act — Barred Person not to engage in regulated activity and the definition of regulated
activity as defined in Schedule 4 of the Safeguarding Vulnerable Groups Act 2006 as amended by the Protection of Freedoms Act 2012.
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To issue three types of criminal record check (listed in table below):

Allows
Examples subscription
of who is to the Update
Contains: eligible: Service
Basic Unspent convictions Anyone £25 | x
certificate
Standard Convictions, cautions, Security £26 | v
certificate reprimands and warnings guards,
(subject to filtering) licensing etc.
Enhanced Convictions, cautions, Teachers, £44 | v/
certificate reprimands and warnings careworkers,
(subject to filtering) nurses etc.
Relevant police intelligence
Adults and/or Children’s Barred
list (optional)

DBS also provides a subscription to an online Update Service. Individuals subscribe on a
voluntary basis, which allows employers or voluntary organisations to check online whether any
new criminality information, such as a new conviction recorded or information recorded that is
deemed relevant to their employment sector.

Barring:

To reach considered decisions about whether an individual should be Barred from engaging in
regulated activity with children' and/or vulnerable adults, and maintaining lists of those Barred
from working with children and adults.

DBS will bar any individual who has accepted a caution for or been convicted of an automatic
Barring offence (i.e. an offence that does not allow representations).

DBS will consider for Barring any individual who has accepted a caution for or been convicted

of an automatic inclusion offence (i.e. an offence that does allow representations) or has been
referred to the DBS, subject to any representations submitted by the individual — provided the
DBS also has reason to believe that the person is or has been, or might in the future be, engaged
in regulated activity with children and/or vulnerable adults.

To make decisions as to whether it is appropriate to remove a person from a Barred List either
following the expiration of the minimum Barred period under Section 18 of the Safeguarding
Vulnerable Groups Act 2006, under the requirements of Article 10-12 of the Protection of Freedom
Act 2012 (Commencement No.3) Order 2012, or otherwise under its powers to review a persons
inclusion at any time pursuant to section 18A of the Safeguarding Vulnerable Groups Act 2006.



PERFORMANCE SUMMARY
Chief Executive’s perspective on performance

This year has been a challenging year for DBS and | consider that DBS has responded well to
these challenges, delivering improved performance during 2017-18. We improved against our
published service standards, achieving four out of seven of these. This includes exceeding the
two new targets covering Basic certificates, which were successfully launched by DBS during
the year, as well as improvements in the 56-day disclosure target. Taking into account increasing
Barring volumes, the introduction of R1 in Barring, the launch of Basic certificates, and some
challenging performance targets, we have achieved a considerable amount this year. However,
in the coming year, our focus will be on improving our Barring operational performance and
concluding commercial negotiations on the modernisation of our IT system, to ensure we can
deliver improvements for our customers.

The performance of our published service standards is summarised in the table below:

2017-18 | 2017-18 | 2016-17 | 2015-16

Published service standards target actual actual actual
Service standards continuing from 2016-17

Standard and | Sample check error rate (Standard <0.02% 0.01% 0.00% 0.01%

Enhanced and Enhanced certificates) (rolling
Disclosure 12 month period)
certificates Percentage of Standard and >87% | 85.80% | 85.80% 86.90%

Enhanced disclosure certificates
issued in 21 calendar days

Percentage of Standard and >96% | 98.80% | 94.80% | 94.80%
Enhanced disclosure certificates
issued in 56 calendar days

Barring cases | Barring cases quality checked <0.50% 3.82% 0.78% 0.30%
that require action prior to closure
(measured against rolling 12 month
period)

Percentage of all Barring cases >65% | 42.65% | 54.51% | 66.23%
closed in 3 months (RO and R1)*

New service standards introduced during 2017-18 following Basic certificate launch by
DBS in year

Basic Percentage of Basic disclosures >90% | 91.83% N/A N/A

Disclosure issued in 14 calendar days

certificates Basic Sample Check Error rate <0.02% | 0.00% N/A N/A
(rolling 12 month)

Note

* During 2017-18 DBS transitioned IT systems in its Barring operation, and the new system calculates closure cases
differently to the previous system. The end of year figure has been calculated by combining the methodologies from
each system. Caution is therefore advised in making a direct comparison with last year’s performance. From April
2018 the transition to the new reporting method using R1 will be in place for the full financial year.
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The introduction of R1 has presented a number of challenges that impacted on performance
during 2017-18. The adverse impact on Barring and Basics productivity from the introduction of
the new system was greater than anticipated during 2017-18, with additional manual processes
required, and system performance slower than expected. DBS is working with Tata Consultancy
Services to identify improvements that will enable performance of the system, and its
consequential impact on our key performance indicators, to improve during 2018-19.

DBS CERTIFICATE PERFORMANCE

During the year, DBS started to issue Basic certificates, adding to our existing Disclosure
products (Standard and Enhanced) and the Update Service. The chart below shows the growth
in DBS certificate applications and Update Service subscribers over the past three years.

Growth in certificates and subscribers

Disclosure Update Svs
Applications Subscribers
5,000,000 1,400,000
4,500,000
~ 1,200,000
4,000,000 —— —
3,500,000 | 1+ 1,000,000
3,000,000 — 1 800,000
2,500,000 — —
2,000,000 - 600,000
Basics Issued

1,500,000 —— ~ |- 400,000
1.000.000 |— | === Enhanced Issued

500,000 | _ I 200,000y Standard Issued

0 _ _ _ L0 - Total Active Update Service Subscribers

2015/16 2016/17 2017/18

Standard and Enhanced certificates

During 2017-18, we issued 4.14 million certificates, of which 21.1% were issued free of charge to
volunteers. The average time taken to issue a DBS certificate was 11.59 calendar days.

For Standard and Enhanced disclosures, we exceeded our timeliness target of issuing 96% of
certificates within 56 calendar days, achieving 98.8%, but narrowly missed our target for issuing
87% of DBS certificates within 21 calendar days, maintaining performance at last year’s level of
85.80%. We made changes to our processes during the year to improve performance against the
21-day target, which led to increased attainment with 87.3% achieved during the final quarter of
the year.

A check of the quality of a sample of these certificates identified just one error.

Basic certificates

In September 2017, DBS launched the issue of Basic disclosure certificates and during 2017-18
issued 328,000 Basic certificates for English and Welsh customers. The average turnaround time
for issue was 5.4 days.

We issued 91.8% of these certificates in 14 calendar days, with no errors identified during sample
quality checks.



Update Service

At the end of March 2018, the total number of Update Service subscribers exceeded 1.3 million.
The Update Service was introduced to encourage portability of certificates and particularly suits
people who require multiple checks (such as volunteers and individuals in peripatetic roles), where
the cost of multiple certificates could be prohibitive.

During the year, we started research of current and potential Update Service users to enable us to
better understand stakeholder views. This research is expected to continue into 2018-19 and will
inform any future development of the service.

BARRING PERFORMANCE

During the year, we continued to deliver our key statutory function to manage the lists of
people Barred from working or volunteering in ‘regulated activity’ with children and/or adults
(the Children’s and Adults’ Barred lists), and introduced our new IT system (R1) into our
Barring operation.

We did not meet our target of closing 65% of Barring cases within three months, due to a number
of factors. Performance was impacted by the need to balance speed of service with a focus

on those cases which can take longer to be decided, and the target was adversely affected

by the implementation of our new IT system (R1) which reduced productivity within Barring for
several months.

The quality of decision making also missed the target, with the 2017-18 error rate being 3.82%
against a challenging target of less than or equal to 0.50%. This means that, of a sample of 838
cases, we carried out further work on 32 cases before the case was concluded. We introduced
revised quality assurance arrangements during the year to provide increased opportunities for
challenge, debate and learning, demonstrating our commitment to making high quality risk-based
decisions, which at times can be finely balanced.

There are three main ways in which individuals are referred to us for Barring consideration:

Referral type | Description

Referring Body | Safeguarding referrals from employers, volunteer managers, professional
referrals regulators and local authority safeguarding teams.

Automatic These are referrals identified from information held on the Police National
Barring referrals | Computer of people newly cautioned for, or convicted of, certain serious
offences specified by law. There are two types of Automatic Bar Referrals:

e ‘Without representations’, where the severity of the offence means we are
required by law to include the person in the specified Barred list without
seeking representations.

e ‘With representations’ where we consider the person for Barring only
if they satisfy the Test for Regulated Activity and after considering any
representations the person may make as to why they should not be Barred.

DBS Certificate | If a person applies to us for an Enhanced Check, including a check of a
referrals Barred List in order to work or volunteer with children or vulnerable people,
and that person has a significant offending history or there are concerns of a
safeguarding nature, we will, if appropriate, consider that person for Barring.

The chart below shows the growth in these case types over the past three years.
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Barring cases

Note: Autobar and DBS Certificate referral numbers are higher than previous years due to the way our new IT system
(R1) counts cases. In our previous system (R0), a number of cases were automatically or manually sifted offline and
never added to the system (as they did not meet our legislative criteria for further consideration). Within R1, these
cases are now automatically added to the system before subsequently being sifted off with approximately 80% of
cases sifted at this early stage. As a result, the volume of cases initially created is significantly greater under R1 than
the previous system.

Key issues and risks

The risks to the delivery of our priorities are identified and captured in the DBS strategic and
corporate risk registers, which are managed by the Risk Improvement Forum (RIF) and Senior
Management Team. The risk management process is assured by the Audit and Risk Committee
(ARC) to the DBS Board.

In applying our risk management policy, we maintain a risk management process, which ensures
that risks and issues are identified, assessed, controlled or escalated, and managed or mitigated.

During 2017-18, we reviewed and updated the DBS Risk Management Framework, reflecting
updates to our core controls and the introduction of a risk appetite statement, as follows:

‘Recognising our role in protecting the public, DBS seeks to minimise risk. Our
approach is based on a desire to balance the ability or control DBS has to mitigate the
risk and the cost of doing so compared to the potential impact of the risk.’

The key issues that impacted on the risk profile of DBS are detailed further in the governance
statement.

PERFORMANCE ANALYSIS
Performance measurement
The published service standards outlined in the performance summary above form part of a suite

of key performance indicators, which we monitor regularly to assess our overall performance.

Whilst we publish our service standards each month, we also monitor a suite of internal key
performance indicators on a balanced scorecard that is reviewed on a monthly basis. Our
performance against quality, timeliness and customer attributes for our Barring and Disclosure
services are set out below.
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Disclosure certificate performance

Quality

All three of the Disclosure certificate quality measures exceeded their annual targets for 2017-18.

Deliverable | Measure Target Actual
Standard and Enhanced Disclosure certificate <0.02% 0.01%
sample check error rate (rolling 12 month period)

. Basic Disclosure certificate sample check error rate <0.02% 0.00%

Quality . .

(rolling 12 month period)
Work meets or exceeds quality standards - 99.80% 99.96%
Disclosure

Our quality measures detailed above have been designed to ensure that our data sources are
robust and accurately match the data held on these systems against the applicant’s details.
Quality checks through sampling are undertaken as applications progress through our end-to-end

process.

Timeliness

Three of the four Disclosure timeliness targets were achieved this year.

Deliverable | Measure Target Actual
Percentage of all Standard/Enhanced certificates 87% 85.8%
issued within 21 calendar days
Percentage of all Standard/Enhanced certificates 96% 98.8%
issued within 56 calendar days

Timeliness | Percentage of all Basic certificates issued within 90% 91.8%
14 calendar days
Average police force workload target (4 week <12 7.33 days
average) calendar year

days average

We exceeded our target of issuing Standard and Enhanced certificates in 56 calendar days this
year (improving our performance by 4% in comparison to 2016-17). This was primarily due to a
focus on the reduction of end-to-end work in progress and cases at the police forces. Our target
to issue 87% of Standard and Enhanced certificates in 21 calendar days, whilst not met, was the

same as last year’s achievement of 85.8%, with performance increasing incrementally throughout
the latter half of the year, reaching an average of 87.3% in the final quarter of the year.

This improvement was reflected in the average police workload target, which improved throughout
the year from 8.77 days in March 2017 to 7.33 days in March 2018.

We successfully launched Basic Disclosures in September 2017 and the target to issue 90%
within 14 calendar days was exceeded, with year-end performance at 91.8%.
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Customer complaints and stakeholders

We achieved our targets for customer service complaints for the year and maintained high scores
in relation to customer satisfaction. We also completed a compliance review of our registered

body network.

Deliverable

Customer
complaints
and
stakeholders

Measure Target Actual
Initial stage complaint response in 10 working days 98.0% 99.3%
Percentage of planned registered body compliance 100% 100%
assessments completed

Percentage satisfied with the service they received 89% 88%
from DBS

Percentage agreeing that DBS makes a difference to 89% 90%

public safety by helping make effective employment
decisions

We continued to build on previous years’ performance and exceeded our customer service
complaints target for the year. During 2017-18 we received 3,022 complaints, which represents a
reduction of 59% when compared to an intake of 7,313 in 2016-17.

During the year, we responded to 99.3% of complaints within 10 working days, achieving our
key performance indicators. As a result of driving continuous improvement and building on the
recommendations of an independent review of complaints, we maintained a high resolution rate
with 98.1% of complaints resolved in the first instance.

We continue to have strong levels of customer satisfaction. Our scores during 2017-18 were
captured through an annual survey of our customers and were broadly similar to the high levels
achieved last year, upon which this year’s targets were based.

Barring decision-making performance

Barring quality

During 2017-18 we met one of our two Barring quality targets.

Deliverable

Quality

Measure Target Actual
Barring cases quality checked that require <0.5% 3.82%
action prior to closure (measured against rolling

12 month period)

Percentage of appealed decisions from which <10% 10%

Barring withdrew

The percentage of Barring cases quality checked that required action prior to closure (rolling 12
month) stood at 3.82% against a target of <0.5%. It is important to note that Barring caseworkers
make risk-based judgements that are often finely balanced and a rigorous quality assurance
process is in place to monitor this. Where the quality assurance process identifies cases requiring
further work before the decision is communicated to the customer, this is progressed at pace.

At the beginning of 2017-18, a revised method of quality assurance was implemented, with
increased levels of independent checking by the Quality Assurance team. Peer review was
extended and a moderation panel introduced. These developments have provided increased
opportunities for challenge, debate and learning. In November 2017, the Quality Assurance team
moved to the newly created Safeguarding, Strategy and Quality Directorate.
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The quality of our service provision will always remain a key principle in the operation of all of

our functions. Our service quality is subject to regular internal audit review. The Barring decision
making process is a fundamental part of our quality management system which is certified to the
ISO9001 Quality Standard.

Appeals

A Barred person (other than those automatically Barred without representations offences) has a
right to appeal a Barring decision but can only do so with the permission of the relevant tribunal
(based on an error of fact or law). They cannot seek to appeal the Barring decision itself solely
because they disagree with the decision. Appeals are heard by the Upper Tribunal in England and
Wales and the Care Tribunal in Northern Ireland.

During 2017-18, six Barred people either had their appeal upheld at the Tribunal or agreed to
withdraw their appeal as we had used our review powers to remove them from a Barred List(s) (as
the statutory criteria was met). In the same period, 14 Barred people had applications for appeal
that were not upheld so the people remained on the relevant Barred List(s).

The percentage of appealed decisions from which DBS withdrew stood at 10% (three cases)
against a target of <10%, within the target set for the year.
Barring timeliness

The percentage of all Barring cases closed in three months stood at 42.65% against the
65% target.

Deliverable | Measure

Percentage of all Barring cases closed in three 65% 42.65%

Timeliness months (RO and R1)

A combination of factors during 2017-18 made the three-month target unattainable. Barring
experienced a 38% increase in volumes of work between 2014-15 and 2016-17, and continued

to see strong volumes during 2017-18. Additional caseworkers were recruited in 2017. However,
caseworker training is, of necessity, detailed and lengthy, and full productivity is not attained until
at least six months after a new member of staff joins the department. We are now beginning to
benefit from this recruitment. The time it takes to obtain information from third parties can also
have a significant impact on the ability to meet a three-month target. This is compounded by

the legal requirement to allow eight weeks for the customer to consider representations in cases
where we are minded to bar.

In September 2017, we introduced the R1 solution in our Barring function. This provided a new

IT system and new ways of working. This was a major business change for the organisation and
its impact on workflow was greater than anticipated, with system performance and productivity
levels lower than initially expected. Steps were taken following implementation to improve
performance and productivity, and we continue to work with our supplier to improve the system to
resolve some of these impacts.
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Business plan activities and performance

This year positive progress has been made in relation to key business plan milestones and
deliverables against the five strategic objectives set out in our Strategic Plan 2017-20.

A number of actions due to be undertaken during the year were reprioritised to 2018-19 due to
changes in the timing of the implementation of our modernised IT system (R1). In addition, some
planned activities have been paused or re-planned as their delivery is outside our control.

Strategic Objective 1: Improve safeguarding through delivery of excellent services
and sharing of knowledge

This objective reflects the activities we undertake in safeguarding the most vulnerable in our
society and developing the quality of our services through continued data scrutiny, external review
and support.

We have developed a Transformation Programme for our Barring function to enhance the
efficiency and effectiveness of our decision making. A new Safeguarding Incident Management
System has been piloted and introduced with associated briefing and communications, as well as
a revised training regime, which puts trainee caseworkers into production more quickly without
compromising on quality.

There are a range of areas where DBS has played a key role in informing policy development and
implementation e.g. legitimate interest of Local Authority Designated Officers, sector specific
guidance for Welsh Assembly and the NHS as well as engagement with key sports organisations
including the FA, The Welsh Sports Association and SAVE (Safeguarding And Victim Engagement
through football).

We have developed our approach to enhanced data management capability. This is to facilitate
data mining and advanced analytics using a data warehouse and investigative work in executing a
small-scale data visualisation pilot.

We have completed an in-depth compliance assessment of the 183 Registered Bodies that
submit 80% of applications. Assessments have been fully reviewed and guidance provided to
those who required it to improve compliance.

Strategic Objective 2: Driving good value for money

This objective reflects the activities we undertake to continue to improve the efficiency and
effectiveness of our products and services over the course of our strategy with the goal of
reducing the cost of these.

Our ability to identify and deliver efficiencies did not reach the level targeted this year, with R1
implementation occurring later than planned and not delivering the level of improvements initially
anticipated. Additional manual processes have been introduced and system performance has
been slower than anticipated. This has meant that expected productivity levels are yet to be
achieved. Despite this, we achieved reductions in some of our product costs and remain hopeful
of delivering further savings in future years, once other aspects of our processes are modernised
and we have benefited from a full year of issuing Basic Disclosures.

Positive progress has been made in a number of areas to set DBS up for greater success in the
coming year, including introducing an efficiency framework to enable monitoring and support
cultural change and increased accountability.

The financial implications of the delayed R1 implementation, inflationary pressures and increased
Barring volumes, have all been absorbed within the prices first set when DBS was created. Fees
have remained constant against rising inflation giving a real term reduction in fees over the past
five years.
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Strategic Objective 3: Meet cus