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General Policy Statement 

One Call 24 is committed to providing consistently high quality coupled with the highest level of 

personal service across the health sectors in which we operate. 

This procedure will be read in conjunction with other government organisations publications as per 

references. 

Throughout this document ‘’the company and ‘’we’’ refer to One Call 24. 

Purpose 

• Our aim is to provide an informative, up-to-date, and intelligent approach to solving the 

recruitment issues that our Clients and Candidates face in the ever-changing marketplace of 

today. 

• To ensure we meet these requirements and the high standards that we set ourselves we 

have strict internal procedures governing the gathering of all Client and Candidates 

information and the way in which it is recorded and processed. 

• To ensure evidenced based care is used to continually improve quality. 

• Contribute to safely reducing costs whilst also increasing staff time to care and deliver the 

quality ambitions for their service. 

• Proactively identify and reduce risk by creating a culture founded on assessment and 

prevention rather than reaction and remedy. 

• Being a person-centred organisation ensuring the health and wellbeing of patients, staff, and 

stakeholders, and the delivery of safe care in partnership. 

• Taking an inclusive and integrated approach - embedding the use of recognised 

improvement and patient safety methodologies and risk management techniques in day-to- 

day activities 

• Having a culture of openness and involvement with the full engagement of all key 

stakeholders in learning from risks and adverse events. 

• Ensuring that approaches to improvement, measurement and performance are integrated 

and aligned. 

• Review and learn from adverse events and complaints. 

Assurance and Accountability 

 
The Quality Assurance Manager is the lead for staff governance, considers systems for staff 

employment, training, wellbeing and associated risks and other roles: 

• The effective management of risks is a core aspect of governance and management 

arrangements. 

• Considers clinical processes, systems, policies and procedures, patient safety, and associated 

risks. 

• Ensuring effective internal control and review of risks with financial consequences and for 

those risks relating to systems of internal control ensuring appropriate completion of the 

Directors Report at the year end. 
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• Responsible for ensuring that robust processes are in place within their Units to oversee and 

provide assurance about the quality and safety of patient care and staff wellbeing. This 

includes continually improving quality and proactively managing risk, responding to, and 

learning from e.g. adverse events and complaints. 

• Responsible for working effectively to provide safe and effective care, promoting a culture of 

openness and team working. 

• Will continue to participate in ongoing continuous professional development, developing 

and maintaining skills and competencies and meeting professional requirements for 

practice. 

We ensure that training and systematic processes are in place that will provide our clients with 

confidence that any staffs supplied by us are of the grade, quality, and suitability for the positions 

they are seeking to fill. With robust recruitment, vetting and performance review systems in place, 

we offer clients peace of mind that the services provided by our agency will assist in the reduction of 

risk to patients. We seek to work in close co-operation with clients and candidates to provide the 

right quality work and service, first time. 

We endeavor to develop a full understanding of the needs of our clients and candidates and to 

actively seek feedback from both which can be used for continuous assessment and improvement. 

We believe in staff development and training ensuring that all employees and candidates are 

capable of undertaking the work required of them in a safe and responsible manner taking into 

consideration both ours and our clients policies and procedures and client establishments they may 

work in. 

All staffs are involved in achieving these policy aims and are individually responsible for the quality 

of their work. We are committed to delivering the objectives of this policy within all activities and 

work undertaken by the Company. 

What is Quality Assurance? 

 
Quality Assurance can be defined as the activities that contribute to defining, designing, assessing, 

monitoring, and improving the quality of a service. 

Quality management views all work in the form of systems and processes. We operate under three 

core QA functions: 

Defining Quality: 

 
We have established performance standards and our quality assessments measure the level of 

performance according to those standards. These standards take the form of internal procedures, 

clinical practice guidelines for candidates and standard operating procedures as set by various 

authorities including the DoH and the NHS. 

Performance in accordance with these standards is a fundamental part of our quality assurance 

process assisting towards quality evaluation and performance improvement. 
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Measuring Quality: 

Quantifying the current level of performance according to expected standards 

QA activities that are part of measuring quality include: 

• Quality Assessment 

• Quality Monitoring 

• Quality Evaluation (external) Quality Assessment Measures 

Quality assessment measures the difference between the expected and actual performance to 

identify opportunities for improvement. Measuring quality enables us to identify the areas of our 

service which require improvement or enhancement. 

A quality assessment can involve data collection and feedback but can also involve observation of 

performance either direct or through appraisal interviews. As there may be many varying situations 

which could affect the performance of candidates and the service we provide, ongoing assessments 

are needed to define the usual performance of those involved in the provision of the service. 

We have systematic procedures in place to monitor the quality of our services. This involves the 

regular collection of information to assess the performance of individuals and procedures. 

Set standards are required to monitor quality and performance. The information gathered during 

quality monitoring help to identify the reasons for deviating from the core standards and identify 

areas for improvement. 

The quality monitoring procedures in place help to determine whether the services that we provide 

meet defined standards. 

We are committed to providing a service based on quality and continuously assesses and monitors 

internal performance and the performance of candidates. 

We are obliged to operate under the national minimum standards set by the Crown Commercial 

Service, London Procurement Partnership, Workforce Alliance, HealthTrust Europe and the 

conditions of contract for the NHS national framework agreements. As a Registered Employment 

business, we must also operate within the standards set by the Employment Agencies and 

Employment businesses Regulations 2003. 

Results obtained through evaluating the information obtained through the quality assessments and 

monitoring procedures, enable us to continuously review and improve the standards of performance 

for all involved in the delivery of service including employees and candidates. 

Improving Quality: 

 
Improving Quality closes the gap between current and expected levels of performance as defined by 

the core standards. Improvement can involve changing structures, procedures, and personnel, 

increasing or decreasing resources. 

We recognise that resources and processes must be monitored and evaluated together to improve 

or guarantee the quality of service. 
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We provide services to meet the needs of our clients and candidates and the end user (patient). The 

delivery of our service is designed to meet those needs. Our procedures examine how and whether 

each step in a process is relevant to meeting these needs and eliminates those that do not lead to 

client satisfaction or desired outcomes. This is achieved by obtaining information about our client 

and designing services to cater for their specific requirements. This client focused approach enables 

us to meet the needs of our clients which in turn provide higher quality care. This encourages clients 

to return to our agency when they need additional services and to recommend us to others. 

How do we Achieve Quality Assurance? 

 
PLAN: by establishing the objectives and processes required to deliver the desired results. 

• Compliance - this process checks that staff are appropriately qualified, experienced, have 

the required occupational health clearance, are appropriately registered with the relevant 

professional body, and have the right to work. 

• Induction - gives information and ensures the skills relevant to the grade that result in 

competent/confident practitioners. 

• Appraisal - provides opportunity for on-going evaluation of performance and two-way 

discussion with the Clinical Manager or director. 

• Monitoring - systems that ensure our staff maintain expected performance and action taken 

to ensure this. 

• Reviews - ensure the objectives are being met, the processes remain effective and taking 

any necessary action as required. 

DO: by implementing the processes developed to introduce our staff to the policy. 

• Assess their understanding with training sessions. 

• Regularly monitor their practice according to company practice 

 
CHECK: by monitoring and surveys evaluating the implemented processes by testing the results 

against the pre-determined objectives and making changes to the service offered by our company 

based on these results. 

• Customer feedback 

• Charts 

• Quality Assurance study days (every 3 months by invitation) 

• Reviewing statistics (joiners/leavers) 

ACT: by applying actions necessary for improvement. 

• Relevant information indicating need for improvement given to NHS Division Manager 

• Interview arranged by a director with relevant people involved. 

• Issues discussed and action plan agreed. 

• Appropriate action taken by a Director with specific monitoring programme put in place. 
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Quality Assurance and Call-off Contract Monitoring 

The company will operate its day-to-day procedures and practices in respect of the Quality 

Assurance system and in accordance with the below. 

The Quality Assurance System shall contain procedures and practices: ( 

• To ensure that Candidates supplied (or to be supplied) in the provision of the Services under 

a Call-off Contract are aware of the standard of performance that the company will provide 

the details under the Call-off Contract and that the Candidates are able to meet that 

required standard. 

• for regularly monitoring the performance and conduct of individual Candidates in the 

provision of the Services with the Client/Authority/relevant Vendors including, but not 

limited to, obtaining from the Authority views and feedback on the individual performance, 

conduct, clinical performance and abilities and quality of each Candidate and for this 

purpose, the company may use end of placement assignment reports; 

• for providing regular feedback to each Candidate on their individual performance and 

conduct (including, but not limited to, feedback resulting from the information obtained 

below) and immediate feedback where complaints or reports of poor performance or 

conduct are received. 

• to receive, investigate and resolve complaints of poor performance or misconduct in respect 

of an individual Candidates or the company. 

• to monitor the performance of the company in the provision of the Services in respect of the 

Framework Agreement and the Call-off Contract. 

• for regularly consulting with all Authorities and Framework authorities to whom the 

company supplies the Services under the Framework Agreement to obtain feedback on the 

quality of the Services provided by the company. 

• to analyse and identify any patterns of complaints. 

• for reporting of complaints to the relevant Professional and Regulatory Bodies, as 

appropriate; and 

• for engaging, on an annual basis, relevant to the Job Profile, the services of an independent, 

senior registered Nurse, or qualified medical practitioner, to review the appropriateness of 

the company’s clinical practices and procedures (including but without limitation to the 

Supplier’s administration and assistance with medication procedures). 

• Completion of an induction Programme which clearly sets the conduct expected of a 

candidate and the procedures they are required to follow for their relevant profession 

• Instructing them on their responsibility to maintain compliance with all statutory and 

Mandatory requirements in accordance with their qualification and the requirements we 

have set. 

• Ensuring they are aware of, and understand, the Policies & Procedures within our Handbook. 

• Healthcare Assistants must undertake the level of observation training specific to their 

needs based on their experience. 

• Acquaint with the need to follow the relevant policies of the trusts in which they will work. 

• Providing a 24-hour support ‘on-call’ system for candidates and clients 

• Wherever possible, Candidates and clients are spoken to on the first day of an assignment to 

ensure initial satisfaction. 

• Candidates for all professions supplied by us will have continuous feedback provided by QA 

feedback/Assignment reports completed by client managers and held on file. these are 
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reviewed on return by the Managing Director and any issues arising from these reports will 

be actioned appropriately in accordance with our policies and procedures. 

• We request feedback from all candidates on the positions they were assigned to and the 

client establishment they worked in. 

• Regular contact is maintained with candidates and clients to ensure ongoing satisfaction of 

service. 

• Each Candidate is appraised by our Clinical Nurse. 

• All clients that work with us are offered opportunities to meet to discuss the services and 

Candidates that we provide. 

Compliance process 

 
One Call 24 will ensure that strict guidelines will be followed, and appropriate training will be given 

to the compliance team to carry out the recruitment procedures to follow to ensure the compliance 

files of the workers contain accurate documentation listed in Appendix 1. 

While the company works with various clients and framework providers, the compliance procedures 

and documentation process will be followed accordingly. The compliance team will contact the 

workers to complete the training and request to send the document/certificate prior to expiry. 

Any member of compliance team must not do any training on behalf of the worker. If it has been 

found necessary disciplinary action will be taken. 

The company has the compliance record monitoring software in addition with random internal audit 

to check the validity of any documents/procedures/process. The software aids to send, both the 

worker and the compliance team, the notification email about their oncoming expiry of 

training/document/certificates (whichever applicable). All the records will be 

recorded/stored/maintained according to the Data Protection act 1998 and GDPR 2018. 

The company will not place any worker who is not fully compliant that has been outlined in 

Appendix 1. 

The company will obtain the feedback from the client’s personnel. If any unsatisfied 

feedback/reference received, the relevant worker will not be placed to any other client’s location 

until resolve the issue associated with the unsatisfied/poor reference/feedback about the worker. 

The company will refer the Candidate to their relevant professional regulatory body (s) if it has been 

found any evidence of malpractice by the Candidate. The worker will not be placed at work until 

resolved such issue. The client will be informed where necessary and appropriate to do so. 

All the workers will be informed about the company’s complaints procedures (this is usually through 

handbook) however on request the workers will be given the full complaints policy to their email or 

it is always available in the company’s office. 

Compliance Audit 
 

The company will on an annual basis (as per the framework requirement) engage the services of a 

third party compliance auditor (“Auditor”) appointed by Framework authorities/Master/Neutral 
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Vendors, to review the appropriateness of the company’s provision of recruitment, compliance and 

placement procedures (including but without limitation to the company’s administration, processes, 

policies, IR35 assurance and Candidate compliance files supplied in the provision of the Services). 

The company will follow the relevant authorities’ rules and regulation to conduct the audit. 

Additionally, the company will follow the following guidelines for both internal and external audits. 

Evidence 'prior to supply' and during Jobs 

It is important documents submitted for audits are valid prior to the supply/placement(s) selected 

for each audit and for the entirety of the placement. This may involve downloading both current and 

previous documentation to cover the period of the jobs selected for each candidate. Supplier 

documentation may not be requested for every audit but will always be requested on annual basis 

as a minimum. 

One Call 24 will make available the required sales ledger/invoice numbers that is relevant to the 

worker’s compliance files at the time of the audit where necessary and appropriate to that file. 

 
Training Requirements 

 
Training must be evidenced to have been delivered to a satisfactory standard in line with NHS 

Employers and Skills for Health guidance. 

Appendix 1 will provide the full breakdown of the documents and evidence which may be requested 

as part of any audit. However, the document evidence will differ from authorities so the company 

will make sure those documents will be available for the compliance and audit purpose. 

The company is always willing to continuously improve its systems/policies/procedures to provide 

best service to both the Candidates and clients. 

In case, as a learning organisation but willing to improve the system, if the company receive the 

audit fail score, the company will learn from the mistakes and identify the reasons and aim to 

resolve the issues in order to score pass mark. Where necessary, compliance training will be given to 

the internal staffs whoever responsible for the compliance. 

Internal Audit process 

 
One Call 24 will conduct quarterly internal audit to check the Candidates’ file, update of the policies 

and procedures in place. 

The Head of Audit will set out the date for the audit or randomly choose the files on the day of the 

audit. All documents will be provided before the audit deadline. 

All submissions will be subject to scrutiny by our Compliance Team and the submission of a 

document will not guarantee passing the audit. 
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Following the submission of the audit documentation and when the audit is closed, the Compliance 

Team will evaluate the information provided and, if necessary, raise any queries to further 

investigate. 

After any queries have been resolved a report will be completed and sent to our Compliance 

Manager for discussion with his/her counterpart within the business. 

The company will make every effort to rectify failures to respond or incomplete or incorrect 

information submissions interpreted as non-compliance may result in the suspension or termination 

of supply as per the terms of contract. 

It is important to note that each audit may vary in the areas required and therefore some audits may 

not include all the candidate document requirements listed below. 

All the outcome/comments of the audit will be documented, and the appropriate personnel will be 

directed to resolve the findings where necessary and appropriate to do so. Best practice will be 

followed to avoid future mistakes to improve the service/compliance. 

Monitor and Review 

 
One Call 24 seeks to assure the clients and other stakeholders that appropriate systems are in place 

for controls assurance and the management of risk. 

We constantly review and update our internal systems and procedures, across the board, from 

internal and external recruitment through to front and back-office administration, drawing on the 

experiences that we face on a day-to-day basis which ultimately maximises the efficiency of our 

resource management system. 

Finally, we constantly review and update our IT systems (SalesForce) to ensure that we utilise the 

ongoing technological advances available in the marketplace today. This not only benefits our staff 

with added speed and efficiency but also ensures that our data is constantly secure with the 

updated security options and is in-line with our disaster recovery programme. 

We allow external audit that will undertake a review of overall governance arrangements as part of 

the annual audit cycle. 

Reviewing the Services Offered 

 
Our Quality Assurance feedback procedures, together with internal and external audits, suggestions 

from our Clients and Candidates, form the basis for reviewing our practices and making necessary 

changes in the service offered by our company. 

Remedial Actions for Non-Conformity 

 
In instances where a member of staff does not align to the terms of the framework agreement, 

Specification and/or any a subsequent Call-off contract, One Call 24 undertake a variety of remedial 

actions as follows: 
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Training and guidance – We provide additional training and guidance to the member of staff. This 

will be delivered by Learning & Development team with a record retained on file. This training 

includes specific training on the terms of the agreement, specifications, and contract requirements. 

Written Warning - If the non-compliance persists or is more serious in nature, One Call 24 will issue a 

written warning. The warning will clearly outline the areas of non-compliance, the expected 

behaviour, and the consequences of further violations. 

Performance Improvement Plans - For ongoing issues, a formal Performance Improvement Plan (PIP) 

may be necessary. A PIP sets clear goals, timelines, and expectations for the employee to meet. 

Regular reviews and feedback sessions will be conducted by the Line Manager to monitor progress. 

Disciplinary Action - If the non-compliance continues despite previous interventions, disciplinary 

action may be required. This could range from suspension, demotion, loss of privileges, or, in severe 

cases, termination of employment. 

Investigation - If the non-compliance involves potential misconduct or unethical behaviour, 

conducting a thorough investigation is essential. This will be done impartially and in accordance with 

One Call 24 policies and legal requirements. 

Action Plan – Where non-compliance is identified, an Action Plan will be created which looks at 

rectify the immediate issues, but also – how to mitigate against future instances. The Action Plan will 

be agreed by the Line Manager and Head of HR before implemented and where necessary, shared 

with our clients if in relation to their specific framework, contract and/or call off agreement. 

Continuous Monitoring and Support - Throughout the remedial process, we will track progress on 

each component part, whether this is in relation to training directed towards the individual, or 

remedial actions on compliance (as an example). In addition, we will review current policy, process 

and practice to ensure that these are update accordingly. After taking remedial action, it's important 

to review the effectiveness of the measures implemented. Feedback from the employee, managers, 

and relevant stakeholders can help refine future approaches to prevent similar issues. 

Audit Criteria 

 
As part of our quality assurance process, we complete internal audits every quarter. The purpose of 

these audits is to ensure that our policies and processes are adequate, in that they ensure that 

Candidates are deployed into the provision of the services – fully compliant. The internal audit 

criteria include NHS Employers Check Standards, and all relevant legislation and regulations relevant 

to the supply of Candidates into the NHS. The full audit criteria is as follows: 

• Identity Checking 

• Right to Work Checks 

• Criminal Records Checking 

• Employment History and References Checking 

• Professional Registration and Qualification Checks 

• Occupational Health Checks 

• Candidate Regulations 
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• Working Time Directives 

• Employment Agencies Act (including Contract of Services) 

• Key Information Document 

• Mandatory Training (job specific and Core Skills Training Framework modules) 

• Recruitment Process (including Face to Face interviews, Application Form, Handbook) 

• Induction Confirmation 

• ID Badge 

• IELTS/OET 

• Advertising 

• PLAB 

• Professional Indemnity Insurance 

Our CRM (SalesForce) is included as part of the audit process, to ensure that all data is recorded 

correctly, including Alerts on conviction, restrictions and expiry dates. 

The audit function also includes checks on internal policies and processes that detail the practices 

followed by One Call 24. 

The internal audit process checks for both pre placement checks, and the ongoing checks completed 

on Candidates throughout their placements. 

Audit Outcomes 

 
A checklist/Risk Assessment is used per Candidate file to record the evidence sighted against the 

audit requirement, and whether the information provided is compliant or non-compliant. The 

Checklist ensures that each audit requirement is reviewed and supporting evidenced assessed. This 

ensures the consistency of the audit function and ensures that each audit is fully completed. 
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All audit findings are recorded on a centralised register, allowing One Call 24 to monitor progression 

of the audit and compliance function within the business, as well as any trends. The central register 

includes: 

• Candidates name 

• Candidates reference 

• Candidates job title 

• Compliance Officer Name 

• Date Candidates signed off 

As well as the centralised register, the Head of Audits compiles an audit report based on the 

outcomes of the audit findings. This includes: 

• Overall assessment on internal audit 

• Findings of audit 

• Requirements and Actions date to respond 
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The initial audit outcomes are shared with the Compliance Manager, NHS Sales Manager, Clinical 

Lead and board of Directors. Where any non-compliance is identified, One Call 24 are required to 

take immediate action. Where necessary, Candidates will be removed from assignment until such a 

time as their file is made compliant and the worker file locked. This will be discussed with the Client 

and Candidates before any action is taken. A timeframe of 3 weeks is set for all actions to be 

completed so that the internal audit function can be closed. Once done, a final audit report is 

compiled, detailing any retrospective action undertaken and lessons learnt, including new strategies, 

practices and changes to processes. This information is shared as board level with the Compliance 

Manager, NHS Sales Manager, Clinical Lead and board of Directors. The feedback from the internal 

audit is cascaded to all staff within the business, with refresher training provided where the need is 

identified, or where new practices are implemented. 

Roles and Responsibilities in relation to this policy 

Susanna Caddeo, Head of Audits 

Freddie Smallman, NHS Sales Manager 

Victoria Boer, Head of NHS Compliance 

Philomena Odumenya, Clinical Lead 

Matthew Betteridge, CEO 

Rasul Chatoo, COO 

David Crewe, Director 

William Fawbert, CFO 
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