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Introduction 

The Office of the Immigration Services Commissioner (OISC) is an executive non-departmental public body established by the Immigration and Asylum Act 1999 to regulate the provision of immigration advice and services throughout the UK.  It is led by the Immigration Services Commissioner – a corporation sole – supported by the Deputy Commissioner.

The OISC seeks to protect consumers by ensuring the continuing fitness and competence of registered advisers and organisations, setting standards for registration and promoting good practice throughout the sector.  In addition, it operates a scheme to receive complaints relating to immigration advice (whether or not provided by registered organisations) and it enforces the regulatory regime by identifying and, where appropriate, prosecuting individuals and organisations who are acting illegally.  In addition, the Immigration Services Commissioner monitors the effectiveness of regulation of the immigration advice sector by bodies in Scotland and Northern Ireland
 which are beyond the jurisdiction of the Legal Services Board.

Consumers of immigration advice and services are often among the most vulnerable and disadvantaged members of society.  The OISC therefore performs an essential role in maintaining continued confidence in the UK’s immigration advice sector for users, the Government, the judiciary and the public generally.  The OISC assists the public by providing information including a list of regulated advisers to help them make informed decisions.  As of 30 September 2018, 3,361 advisers and 1,568 organisations were directly regulated by the OISC.  Whilst immigration policy and practice have evolved significantly over the past decade, the OISC’s role and its regulatory approach have remained constant since its creation – although in recent years there has been an increasing emphasis on working with the Home Office on enforcement issues.  
The OISC is required to prepare a three-year Corporate Plan, amplified to form a Business Plan for the coming year.  This document, accompanied by a statement of annual resource requirement, is submitted to its Home Office sponsor prior to the end of each preceding calendar year.  

Current environment
The OISC has for some time been operating in a climate of uncertainty.  Specifically, the prospect of the UK leaving the European Union (“EU Exit”) has raised many issues which may yet have a significant – and rapid – effect on the level and balance of activities undertaken, and also on the resources required.  Although there has yet to be a surge in applications for registration, we have observed a growing number of organisations, particularly in the not for profit sector, expressing an interest in working with EU citizens.  This may simply be providing assistance in how to make an application for settlement in the EU, to detailed immigration advice and services. As such, the OISC has already published a document that describes what activities do not require OISC registration and which do. In addition, the OISC has designed and is introducing a new mechanism to enable not for profit organisations to become registered to provide immigration advice and services for a very limited area of work but which will address the needs of the majority of EU citizens wishing to apply for settlement in the UK. It will be achieved through a streamlined and proportionate application process and its aims are consistent with the Home Office’s fund to support vulnerable EU citizens. The OISC has identified the need for an additional two members of staff to handle increased volumes of applications from prospective advisers – specifically those seeking authorisation to undertake work in relation to the EU Settlement Scheme.
However, the uncertainty associated with EU Exit, combined with the continuing absence of an Immigration Services Commissioner (since 2015), has not prevented the organisation from continuing to operate a fully effective regulatory regime in accordance with its statutory responsibilities: adapting its approach to support  those seeking assistance; reducing burdens on those it regulates; and tackling abuse of the immigration system.  Indeed, the OISC has made significant progress in adopting a more outward-looking, consumer-focussed attitude, adapting its regulatory regime to accommodate bodies – notably those in the voluntary sector – who wish to provide advice in specific niche areas.  The OISC has also taken the lead among legal services regulators in identifying and, where possible, disrupting the activities of individuals seeking to circumvent statutory regulatory requirements. 

Pending the appointment of a new Immigration Services Commissioner and the fresh strategic vision they will bring, the OISC intends to pursue its core regulatory activities very much as at present, developing both the new Performance Management Framework introduced in 2018/19 and the associated move towards reporting against identified outcome objectives.  
The current document sets out a framework for the OISC’s priorities over the medium-term: an outline Corporate Plan 2017-2020 accompanied by a more detailed Business Plan for the coming year – which focuses on consolidating and refining the many new work streams and priorities initiated in 2018/19.  

CORPORATE PLAN FRAMEWORK 2017-2020

Even before government triggered the formal EU Exit process on 29 March 2017, initial analysis has been undertaken to identify the potential impact on the OISC and its activities.  In summary, whilst there is no reason to suppose that the OISC’s core statutory remit will change, (in terms of regulating persons to provide immigration advice and services, handling complaints and taking enforcement action against those operating illegally) leaving the European Union is likely to have a significant impact on the way in which the OISC operates.  This will involve not only adapting processes and ensuring that all necessary mechanisms are in place for when EU Exit actually happens, but ensuring that the existing regulatory arrangements continue to be fully operational until that day.

Planning and responding in a timely and effective manner to the issues that emerge will be a key challenge for the OISC over the coming three years and will, in effect, constitute the organisation’s Corporate Plan.  More specific targets will be identified in the annual Business Plan.   Although priorities will continue to change as details emerge of the terms under which EU Exit will happen, the OISC is currently focusing its attention on three key areas.
1.  Primary legislation.  The current legislation (the Immigration and Asylum Act 1999 – as amended) will need to be reviewed and updated to reflect the new statutory framework.
2.  Impact on the sector and on the demand for immigration advice.  It is conceivable that demand will fluctuate dramatically over the corporate planning period.  In the lead-up to EU Exit, large numbers of individuals may well seek advice as and when specific aspects of the new immigration rules are announced.  Post-EU Exit, whilst demand for immigration advice is likely to stabilise in due course, this could be at a level significantly different from the present.
3.  Impact on the OISC.  The organisation’s regulatory processes will need to be reviewed and revised to ensure that those regulated are fit and competent to provide advice under the new suite of immigration rules which will come into effect immediately after the UK leaving the EU.  In addition to training of existing staff, additional resources may well be required to keep track of the evolving situation and to handle any significant increase in applications for registration, complaints and illegal immigration advice.   
The OISC is in discussion with the Home Office over the potential implications of EU Exit and has provided a more detailed analysis of these three key aspects.  In view of the rapidly evolving political situation it is not considered appropriate for this document to contain such detail at present.  
In addition to the direct and indirect effect of EU Exit, a number of other factors including those listed below will influence the way in which the OISC operates over the corporate planning period:
· The personal philosophy and approach of a new Commissioner to his/her statutory role as corporation sole;
· Developments in the wider system of regulation of legal services and activity arising from the Competition and Market Authority’s’ study on legal services – specifically changes to the framework established by the Legal Services Act 2007;
· Financial pressures, exacerbated by a predicted increase in core activity necessary for the OISC to continue to fulfil its statutory duties in delivery of the government’s high-priority immigration policy;
· Government initiatives to protect current and new immigration and asylum processes;
· Changes in the composition of the OISC-regulated sector as a result of application fee increases which may be introduced by the Home Office following a recommendation from the Triennial Review conducted in early 2015, and any significant rise in adviser numbers as a result of EU Exit;
· The use of technology and social media:
· By advisers to meet the needs of customers or to avoid OISC regulation;
· By the OISC to improve communication to stakeholders.
· Government initiatives to remove unnecessary burdens on business and adopt a flexible approach to regulation in order to promote innovation;
· Other new and additional requirements placed upon public bodies;
· Increasing focus on the principles of public service in meeting consumer needs.

Notwithstanding such uncertainty the following one-year Business Plan describes a full programme of work which seeks to enhance the OISC’s regulatory activity, progressing projects which are already underway and launching new initiatives which seek to build upon earlier success in improving customer service.  
Throughout the three-year corporate plan period the OISC will strive to continue to maintain and, where possible, improve the efficiency and effectiveness of its regulatory activities in accordance with its statutory remit, re-prioritising and redirecting resources as appropriate. The organisation will continue to take a risk-based, targeted and transparent approach to its regulatory activities, focusing its finite resources on those areas where clients are at greatest risk.  Whilst maintaining its independence, strong links will be maintained with the Home Office Sponsor Unit to ensure that the OISC is operating in support of government policy and priorities – specifically in terms of the balance of activity between regulation and enforcement.  

In order to ensure that strong corporate governance is maintained and that the Commissioners have ready access to appropriate independent advice, the role of the Audit and Risk Assurance Committee (ARAC) will be enhanced.  In addition to formal meetings of this Committee, its independent members will play a more active role in monitoring the organisation’s progress.  They will oversee principal workstreams, liaise proactively with members of the Senior Management Team, and – as required – represent the OISC to stakeholders (including the parent department) through discussion, presentation and representation.

Issues awaiting the appointment of the Immigration Services Commissioner

In order not to fetter the discretion of a new Commissioner, progress on certain specific issues identified by the 2015 Triennial Review is being postponed.  Whilst these matters will be addressed as a priority personally by that individual, and whilst they will be integral to the delivery of the Corporate Plan 2017-2020, they are simply listed separately here rather than being included as specific targets in the Business Plan, given uncertainty over when or in what manner they might be progressed.  

· Review of the Office’s staffing including the Senior Management Team, identifying opportunities to benefit from shared support services and any consequent restructuring elsewhere within the organisation.
· Clarification of the role of the Advisers’ Panel.
· Review of consumer engagement including the possibility of a revival of the OISC advisers’ annual national conference.
In addition, the new Commissioner will be required to review the OISC/Home Office Framework Document and formally agree its content within two months of his/her appointment.

Setting the OISC’s Aims and Objectives for 2019/20
One of the recommendations in the Triennial Review was for the OISC (together with the Home Office) to review its outcome based objectives and ensure they are appropriate for the organisation. Further, that the data the OISC collects to assess its performance is adequate to support those objectives. 
The Review also recommended that the OISC should compare or benchmark itself with other comparable organisations to assess its own efficiency.  To meet this recommendation, during 2017/18, the OISC undertook a major benchmarking exercise across all its major work streams to either provide assurance that the OISC carries out its activities efficiently and effectively or identify where improvements might be made.  This was not a one-off exercise and in 2019/20 the OISC will consider how further benchmarking can assist the OISC in its pursuit of continuing improvement. 
As a result of this work, the OISC developed a new Strategic Performance Framework based on the National Audit Office’s good practice guide: “Performance Measurement by Regulators” and “Performance Frameworks and Board Reporting II”.  This introduced a mission statement supported by four primary aims.  Three of these reflect the Commissioner’s legislative responsibilities: to maintain the regulatory scheme, improve immigration advice and prosecute those that seek to evade their legal responsibilities. The fourth aim explicitly sets out how the OISC’s support teams, the enablers, will provide those vital services that make it possible for the Operations Team to deliver the various outcomes.   The aims and objectives are ambitious and, it was recognised that, depending on resources, some would take longer than one business year to achieve.  

Throughout 2018/19 the OISC’s Senior Management Team (assisted by members of ARAC) have conducted regular reviews of progress against targets contained in that year’s Business Plan.  These reviews have confirmed the validity of the new targets and demonstrated that significant progress has been achieved in addressing them.  
However, it has become apparent that there is considerable scope for extending many of the initiatives and pursuing similar objectives in greater depth.  The Business Plan for 2019/20 therefore draws heavily on projects and objectives previously identified, but with enhanced targets designed both to add value and provide additional evidence of delivering the required outcomes. 

OISC BUSINESS PLAN 2019/20
The OISC’s Strategic Framework
Our mission is: “Protecting consumers through regulating immigration advice.”
The OISC seeks to fulfil its functions as set out in the Immigration and Asylum Act 1999 (as amended) through four aims supported by objectives. Our performance against these aims and objectives will be assessed throughout the year against a number of measures.  A full report on our performance will be provided in the OISC’s Annual Report and Accounts for 2019/20 which will supplement the initial analysis published in our 2018/19 Report.
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Business Plan Aims and Objectives
Aim A   -   Authorising only those demonstrably fit and competent
Within this objective the Commissioner seeks to provide the general public with a list of organisations and individual advisers they can be assured have been through a rigorous process of assessment and found to be “fit and competent” to provide immigration advice and services.  That assurance begins with the information that the OISC provides about how to become an immigration adviser and continues throughout an organisation’s period of registration.

Objective A1 - Facilitating applications for registration 
The OISC aims to be supportive of those applying for registration. One of the ways we achieve this is by providing clear and detailed information about the registration process. The primary method of communicating this information is through the OISC website on GOV.UK.  As part of OISC’s drive towards continuous improvement, we will regularly review the information about the application process and entry standards to ensure they are clear and up to date. 
Following the introduction of electronic applications in 2017, we reviewed the uptake in 2018/19 and are now looking to further encourage organisations to use the new process with the aim of phasing out paper applications during the next business year.  We will be continuing our work with those in the voluntary and community sector to ensure that they do not encounter any unnecessary hurdles in becoming OISC registered. This area of work will be particularly important in light of the expected increase in demand on this sector for immigration advice and services as the UK leaves the EU.
The OISC’s performance against this objective will be measured by:
i)  
Ensuring OISC website information about the application process and entry standards is clear and is reviewed at least every two years; 

ii)    Increasing the number of applicants using the electronic application forms to a       minimum of 85%;
iii) 
Working with voluntary and community sector support groups to assist applications for registration.
Objective A2 - Making timely, fair and correct decisions
The OISC sets clear entry standards through a number of requirements for applicant organisations and advisers.  These include DBS checks, self-declarations and internal checks on applicant advisers, owners, senior managers and trustees.  They also include reviewing the organisation's policies and procedures.  Clear standards are set for knowledge, skills and abilities of applicant advisers applying at different levels and in different categories as set out in the Commissioner’s Guidance on Competence. 
As part of the process, the Commissioner seeks to evaluate applications that are made to the OISC for regulation. The purpose of this objective is to provide assurance that robust decisions are being made on applications for authorisation to practise. Making those decisions in a timely manner is important to applicants who wish to start operating their business as soon as possible and we set ourselves targets to ensure we make prompt decisions on applications. 
We aim to provide decisions on those applications for registration related to the EU settlement scheme in a much shorter timescale, four to six weeks, due to the streamlined process and limited subject area, while ensuring clients have an assurance that their immigration advice providers have been assessed as fit and competent. 
Irrespective of the type of application, it is extremely important that we make decisions fairly and correctly.  As a check, all decisions on applications made by organisations for regulation, be they first time registrations or for continued registration, are appealable to the First-tier Tribunal (Immigration Services). 
The OISC’s performance against this objective will be measured by:
i)     At least 85% of non-EU Settlement applications for OISC registration are decided within six months of receipt;
ii)  
The number of the most “serious” compliance issues found on audit in the first two years of the organisation’s registration is no greater than two;
iii)  
At least 85% of Commissioner’s decisions upheld following an appeal lodged with the First-tier Tribunal (Immigration Services).
Objective A3 - Monitoring compliance through audits and complaints

Within this objective the Commissioner seeks to consider the extent to which regulated organisations adhere to the Code of Standards.  The fitness and competence of registered organisations and advisers is scrutinised principally through premises audits and complaints. These processes are applied in an effective and proportionate manner, and organisations which demonstrate compliance with the Code are granted continued registration.  Those that do not demonstrate compliance are given advice and are set targets to improve in the areas that have been identified.  Clear practice and guidance notes aim to assist registered advisers and organisations to operate in line with the Code of Standards and each organisation has access to a designated caseworker for advice and assistance.  Such support aims to keep good advisers and organisations within the regulatory scheme for longer periods. 
The OISC’s performance against this objective will be measured by:
i)    Auditing those organisations least likely to be compliant with the Commissioner’s Code of Standards;
ii)    Issuing 90% of Audit Identified Issue Reports within 20 working days of the audit;

iii)   Determining 85% of complaints within five months of receipt.
Objective A4 - Improving compliance and removing those that fail
The Commissioner believes that organisations acting in compliance with the Code will meet clients’ and other stakeholders’ needs in the provision of immigration advice and services. 
By far the majority of organisations work with the OISC to improve their compliance. The OISC assists organisations to be able to demonstrate compliance through premises audits, guidance and practice notes, workshops, and now, though presentation videos/webinars available on the internet. Some organisations – either through deliberate choice or through lack of competence – are unable to sustain compliance with the regulatory scheme.  In such cases, the OISC needs to be proactive in identifying and robustly dealing with cases where there is evidence that the Code of Standards has been breached, clients have received poor advice, or regulated advisers have abused the immigration systems.  Ultimately, this may require cancelling an organisation’s registration or occasionally, charging an organisation/adviser with offences that they must answer at the First-tier Tribunal (Immigration Services).
The OISC’s performance against this objective will be measured by:
i) The number of “serious” compliance issues identified at audit reducing at the next premises audit;
ii)   
The number of organisations whose registration is cancelled, or who are refused continued registration, because they are deemed to be no longer fit or competent.
In 2019/20 the OISC will also undertake the following activities in relation to Aim A:
· Implement a streamlined application procedure for registered charitable organisations seeking registration at Level 1 Immigration limited to the EU Settlement Scheme;
· Work closely with the Solicitors Regulation Authority (SRA) in respect of their “Looking to the Future-Phase 2” project to ensure appropriate regulation is maintained;
· Continue to develop a programme of webinars for registered advisers and other stakeholders;
· Explore new opportunities for communicating with registered advisers and stakeholders; and
· Monitor the sector and continue to provide a proportionate regulatory scheme following the UK’s exit from the EU.
Aim B   -   Improving the quality of immigration advice across the UK
This aim seeks to raise the quality of immigration advice not only through setting clear minimum standards but also through improved consumer knowledge to enable them to make an informed choice about which adviser to commission to supply immigration advice and services.  It also seeks to ensure that the OISC’s expertise about regulating good immigration advice and services is heard and adopted.

Objective B1 - Empowering consumers

The OISC seeks to raise its profile and influence so that individuals who may need immigration advice and those who wish to complain about the advice or services they have received – including particularly disadvantaged and vulnerable individuals held in detention centres and prisons – are able to access professional assistance appropriate to their needs.  
Experience has told us that such consumers are particularly hard to reach, especially by Government organisations that may be mistrusted.  However, those difficulties should not stop the OISC from making its best efforts to establish better communication.  The OISC seeks to inform consumers on where they might best obtain the immigration advice they are seeking and to facilitate feedback on the advice and service they receive.  Hopefully, that experience will be positive and will enable other consumers to access similar good advice and services.  However, if the consumer is dissatisfied, they should be fully aware of how to express that dissatisfaction so that those supplying the advice and services have the opportunity to address the issues raised and resolve them.  
The OISC’s performance against this objective will be measured by:
i)     Reviewing and updating the OISC website to make it more consumer-focused;
ii)    Publicising more widely the OISC complaints scheme;
iii)   Publishing information to enable consumers to make informed choices about immigration advice and service providers.
Objective B2 – Setting clear standards

In order to function as a modern public service regulator, the OISC has increasingly adopted a principle-based approach to regulation (for example in the current Commissioner’s Code of Standards and in its requirements for continuing professional development).  The legal services sector continues to undergo substantial transformation and it is essential that the OISC’s approach reflect modern principles for delivering a high-quality regulatory scheme.
The OISC’s performance against this objective will be measured by;
i)     The OISC’s three core regulatory documents being reviewed at least every two years;
ii)  
Review existing and produce new clear Guidance and Practice notes as required to support the core regulatory documents.
Objective B3 – Working with other legal services stakeholders

The OISC seeks to work with other regulators and stakeholders in the field of immigration work and to be actively involved in debate over the future of legal services regulation.  While we have always sought to work with other regulators of legal services, the importance of doing so over the next few years has increased with the recommendations made in the Competition and Market Authority’s (CMA) report on the legal services market of England and Wales published in December 2016.  While the CMA did not consider the OISC regulatory scheme, OISC will keep abreast of developments so as to consider whether they would be appropriate for the OISC regulatory scheme.
The OISC’s performance against this objective will be measured by:
i)     The OISC will meet with the relevant stakeholders at least once a year;
ii)  
The OISC will work with stakeholders to consider their response to the recommendations in the CMA’s report on the legal services market and assess their applicability to the OISC’s regulatory regime.
In 2019/20 the OISC will also undertake the following activities in relation to Aim B:
· Review and refresh the OISC’s publicity material and consider how the material can be most effectively distributed;

· Assist regulated advisers with finding good quality Continuous Professional Development (CPD) courses and material;

· Evaluate the results of the OISC survey measuring consumers’ satisfaction with their advisers and share the results with stakeholders; 

· Work with the Designated Qualifying Regulators which are responsible for the “Legal Choices” website to make it more accessible and informative to immigration consumers;

· Consult stakeholders on minor revisions to the Complaints Scheme;

· Consult stakeholders on minor revisions to the Code of Standards;
· Publish a list of organisations that have been removed from the regulatory scheme;

· Review the OISC’s core regulatory documents in light of the UK’s exit from the EU; 
· And ensure the OISC continues to liaise with other legal services stakeholders and monitor the proposed changes to the Scottish legal services system.
Aim C   -   Protecting People
This aim seeks to encourage consumers to use authorised advisers.  It also aims to stop individuals and organisations who choose to operate illegally, either through pursuing criminal prosecutions or disrupting their unlawful practice.  Similarly, this aim seeks to reduce abuse of the UK immigration system by rogue authorised advisers or those operating illegally. 

Objective C1 – Stopping illegal immigration advice
Within this objective the Commissioner seeks to identify illegal activity and act to stop it.   Primarily this will be through the investigation and prosecution (in accordance with the OISC’s prosecution policy) of those that seek to either undermine the regulatory scheme, take advantage of and/or profit from vulnerable advice seekers or abuse the United Kingdom’s immigration and asylum processes. While there must be an element of illegal immigration advice to justify initiating legal proceedings, the OISC will not restrict itself to bringing prosecutions solely in respect of the two offences contained in the Immigration and Asylum Act 1999 and will use criminal charges as are appropriate to the illegal activity.  The OISC will continue to work with other agencies to assist investigations and prosecutions where it is in the OISC’s interest to do so.  The OISC now measures the outcomes it achieves through enforcement activity that is short of a conviction – such as where the OISC has intervened to have an illegal website removed or where it has taken action so that the provision of unlawful immigration advice has ceased. 

The OISC’s performance against this objective will be measured by:
i)  
Prosecution of those providing unlawful immigration advice and services that meet the criteria specified by the OISC prosecution policy;
ii)    Promotion of the reporting of illegal immigration advice and services;
iii)   The number of advisers/organisations that stop providing immigration advice and services illegally following an OISC intervention (not including convictions).
Objective C2 – Encouraging consumers to use authorised immigration advisers

While prosecuting those that provide immigration advice illegally both alleviates the problem and acts as a deterrent, it would be preferable for there to be no illegal immigration advice in the first place. One way of protecting consumers of immigration advice is to encourage them to obtain their advice from a properly regulated adviser, be that an OISC registered organisation, a properly regulated solicitor or barrister or an organisation regulated by the Chartered Institute for Legal Executives.   Over the next year we will be actively publicising the benefits of using a regulated immigration adviser.
The OISC’s performance against this objective will be measured by:
i)     Reviewing OISC publicity material and increasing its availability;
ii)  
Supporting stakeholders and community groups to develop and distribute information about the benefits of using authorised immigration advisers;
iii)    An increase in the number of people using the OISC’s adviser finder web page.

Objective C3 – Reducing abuse of the immigration systems

The OISC will continue its work in reducing abuse of the immigration system by working with stakeholders to identify such abuse and taking enforcement action against those responsible, be they authorised or not.  

The OISC’s performance against this objective will be measured by:
i)   
Liaising with stakeholders to collect evidence of where there is abuse of UK immigration systems;
ii)    Taking action against those found to be abusing the immigration system, for example “spurious appeals” and “totally without merit” Judicial Reviews.
Objective C4 – Identifying trends in demand and supply of immigration advice.
Being able to predict and plan for changes in demand for immigration advice is extremely difficult. However, the OISC sees value in identifying demand trends so as to inform and enhance the regulatory scheme and protect consumers from unregulated advisers. 
The OISC’s performance against this objective will be measured by:
i) Analysing information to identify areas of the UK that may not have access to immigration advice;
ii) Liaising with stakeholders to collect information about current trends and immigration patterns.

In 2019/20 the OISC will also undertake the following activities, in relation to Aim C:
· Continue to develop the functions of the OISC investigations case management system; 

· Review the intelligence dataset to ensure it provides the best support for the OISC;
· Engage with the Home Office to ensure the OISC can access information to support its functions;
· Conduct analysis of how widespread the use of social media is in the provision of illegal immigration advice and advertising;
· Pursue and deliver a more cost-effective delivery of  legal services for criminal prosecutions;

· Consider a practical action plan in respect of investigative powers, in accordance with the Regulation of Investigatory Powers Act 2000; 

· Continue consultation with the Sentencing Council to produce guidelines for offences committed under section 91 of the Immigration and Asylum Act 1999; and

· Continue to monitor the effect of the UK’s exit from the EU. 
Aim D   -   Managing our resources efficiently and effectively
This aim seeks to demonstrate that the OISC delivers on its aims and objectives through the best use of its resources. It achieves this through using appropriate technology to support the delivery of well-regulated immigration advice, by having skilled and knowledgeable people in the right roles and ensuring that financial resources are managed to ensure best value for money.    
People and Estate
Objective D1a – Recruit the right people in the right role at the right time.
The OISC’s performance against this objective will be measured by:
i) Ensuring that the OISC’s hiring managers are trained to apply best practice in the Recruitment and Selection processes;
ii) Ensuring that 90% of posts (excluding those which will require security checks) are filled with skilled people within 13 weeks of placement of the advertisement;
iii) Achieving at least an 85% annual retention rate.
Objective D1b – Provide a conducive learning and development environment. 
The OISC will invest in learning and development for its staff, in enabling them not only in their delivery of the OISC’s business outcomes, but also to achieve their own professional and personal development. 

The OISC’s performance against this objective will be measured by:
i) Ensuring that the learning and development needs identified in the OISC Corporate Learning and Development Plan are met;
  
ii) Ensuring all staff have regular career development discussions during the interim performance appraisal and that Personal Development Plans are in place;
iii) Analysing and evaluating the effectiveness of all learning and development activities. 

                     

Objective D1c – Managing risk by providing a healthy and safe working environment.
The OISC will continue to provide an appropriate working environment for its staff.
The OISC’s performance against this objective will be measured by:
i) Developing and implementing the Health and Safety Improvement Plan;
ii) Introducing and implementing the Health and Safety Toolkit.

Objective D1d – Resolving complaints about the OISC and its staff.
The OISC receives a number of complaints each year about its processes and its staff.  The OISC seeks to investigate and resolve these at the earliest opportunity. 
The OISC’s performance against this objective will be measured by:
i)    95% of complaints to be investigated within 8 weeks of receipt;
ii)   The remaining 5% of complaints to be investigated within 12 weeks of receipt 
       when they are complicated cases. 
Objective D1e – Developing the Corporate Communications Function.
In autumn 2018, the OISC introduced the Corporate Communications function.  

The OISC believes that Corporate Communications is the approach of using integrated channels to promote a corporate story and/or narrative which engages and influences its intended audience (i.e. consumers, advisers and/or stakeholders).

As a new function, Corporate Communications does not have any benchmarks to measure its performance against.  One of the key pieces of work for 2019 is to develop such benchmarks for future analysis and evaluation. 
However, we will: 

i) Increase the awareness and services of the OISC across the UK; and
ii) Create user-friendly content to increase website traffic.

Information and Communications Technology (ICT)
Objective D2a – Provide systems that enable the OISC to operate and work with others
This objective concentrates on the provision of the appropriate hardware and software to enable staff to perform effectively the functions of the OISC irrespective of their working location.    This objective requires working with others, as the OISC does not work in isolation and necessarily transfers data with the regulated sector, partners and others.

The OISC’s performance against this objective will be measured by:
i)    The percentage of time that ICT systems are available to OISC staff;
ii)    Continuously reviewing the OISC’s ICT with regards to developments within the wider environment and the ICT industry.  This will include the rollout of updated tools and software as and when appropriate.
Objective D2b – Facilitate remote working through robust, easy to use, secure and effective systems.
OISC staff increasingly carry out their duties away from the traditional office environment. To do this they need secure access to the OISC’s network.  This objective aims to provide staff with the tools they need within the OISC’s budget, while protecting the integrity of the OISC network.   

The OISC’s performance against this objective will be measured by

i)     The delivery of ICT network perimeter security including, amongst other things, regular penetration testing of the OISC’s firewall (and the remediation of any vulnerabilities exposed) and the provision of dedicated systems to protect against other internet borne threats.

Objective D2c – Provide effective support for the OISC’s ICT systems

It is essential that the OISC has reliable ICT systems to not only support the work of the OISC but also to provide stakeholders and the public with access to information that they can depend upon and trust.   To achieve this requires maintaining the OISC’s ICT systems in an operational and stable state, ensuring they are protected.  

The OISC’s performance against this objective will be measured by:
i)     The percentage of working days IT staff are available;
ii)    Reporting annually the actions taken and resolutions secured for high impact ICT issues on how phone systems and IT problems are prioritised according to the urgency/scope of impact.
Finance

Objective D3a – Manage financial resources within available funds and budget while working closely with the Home Office
Grant-in-Aid from the Home Office funds the activities of the OISC. It is essential that this resource is used efficiently to deliver the year’s business plan.
The OISC’s performance against this objective will be measured by:
i)     Timely preparation of monthly Metis and quarterly financial returns for the Home Office: 
ii)  
Prompt notification to HO Finance Business partner and HO Sponsorship Unit of any material change to financial forecasts within five working days of month end closure.

Objective D3b – Manage procurement process ensuring value for money

The OISC purchases goods and services to assist it in carrying out its responsibilities.  Ensuring that we achieve value for money is an important objective.
The OISC’s performance against this objective will be measured by:
i)    Making full use of Home Office Commercial’s offer to ALBs for procurement of goods and services;
ii)   Ensuring OISC staff are compliant in procurement processes.
Objective D3c – Ensure prompt payments to suppliers and staff

The OISC is committed to ensuring that it pays accurate invoices and staff on time. In addition, the Government sets departments targets by which it should pay its suppliers.   

The OISC’s performance against this objective will be measured by comparison to the Government targets of:
i)    80% of undisputed invoices paid within five working days:
ii)   100% of undisputed invoices paid within 30 working days.

Objective D3d – Produce the annual financial statement void of any material misstatements and errors

This objective aims to ensure that the OISC reports accurately how it has spent the Grant-in-Aid provided by the Home Office.

The OISC’s performance against this objective will be measured by:
i)     Production of the OISC financial statement in line with UK International Standard;
ii)    Ensuring the OISC continues to have robust processes in place for the production of the accounts including working closely with the National Audit Office on the annual audit, adjusted misstatements, Management Letter and implementation of recommendations.

Legal
Objective D4 - Deal with Freedom of Information/General Data Protection Regulation requests for information promptly and in accordance with statutory requirements
This objective provides that the OISC responds correctly and promptly to requests for information. The Freedom of Information Act 2000, the Data Protection Act 2018 and the General Data Protection Regulation provide the legislative architecture with which the OISC must comply.
The OISC’s performance against this objective will be measured by:
i)  Recording and monitoring the number of FOI/GDPR responses the OISC completes within the given timeframes;
ii)  Monitoring the number of appeals against the OISC’s decision upheld by the Information Rights Tribunal.
 In 2019/20 the OISC will also undertake the following activities in relation to Aim D:
· Continue to implement the action plan arising from the staff survey in 2017/18;

· Carry out a further staff survey to benchmark against the 2017/18 survey;

· Review and, if required, amend the OISC procedure for carrying out and monitoring exit questionnaires to identify reasons for leaving the OISC;
· Review the provision of the OISC’s occupational health services;

· Embark upon and deliver ICT projects in line with the work plan derived from the ICT strategy;
· Continue to develop and implement policies and processes to improve the OISC’s compliance with the General Data Protection Regulations and the Law Enforcement Directive;
· Ensure compliance with Business Impact Target requirements;
· Monitor and consider developments in regulatory practice with the Better Regulation Executive: and
· Induct and support the newly appointed Commissioner.
Budget 2019/20
The OISC has calculated that a budget of £3,820,000 (2018/19: £3,820,000) is required to undertake the activities identified in this Business Plan to a reasonable level of thoroughness and to maintain the integrity of the regulatory regime. 
									           �














Protecting consumers through regulating immigration advice 





Aim A. Authorising only those demonstrably fit and competent





Aim B.   Improving the quality of immigration advice 








Aim C.         Protecting people





A1. Facilitating applications for registration





B1.  Empowering consumers 





C1. Stopping illegal immigration advice





A2. Making timely, fair and correct decisions 





B2. Setting clear Standards 





C2.  Encouraging consumers to use authorised immigration advisers





A3. Monitoring compliance through audits and complaints





B3. Working with other legal services stakeholders





C3. Reducing abuse of the immigration systems





A4. Improving compliance and removing those that fail





C4. Identifying trends in demand, supply and abuse of the immigration system





Aim D. Managing our resources efficiently and effectively 





D2. Information, Communication and Technology





D1. People and Estate





D4. Information Management. 





D3.  Finance








� The Law Society of Scotland, the Faculty of Advocates; the Law Society of Northern Ireland and the Bar Council of Northern Ireland


� This Framework remains largely unchanged from when it was first prepared in December 2016.  It has been agreed with the Home Office that in view of the continuing uncertainty over details of the EU Exit process and its implications for the provision of immigration advice and services, the Framework still constitutes a legitimate plan for the OISC’s evolution.  However, the appointment of a new Commissioner in 2019 and clarification of the details of the EU Exit process will allow a robust and visionary Corporate Plan 2020-2023 to be prepared in late 2019.
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