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Enquiries report
Purpose of paper

1. 
This paper accompanies the quarterly enquiries report for the period 1 June – 31 August 2009 (Appendix A). This is the first report of this kind provided to Members, and follows the launch of the HTA’s new enquiries management system. We plan to provide Members with a quarterly report from now on.

2.
The enquiries report is for information only, however Members are asked for any comments on how they would like the data in the report to be presented in the future. At this stage we only have three months of data, however we plan to provide quarterly and yearly comparisons in future reports. 
Enquiries management system

3.
The HTA’s enquiries management system was launched in May 2009. The system includes an online enquiries log for recording and searching for enquiries, and a Standard Operating Procedure which sets out the step-by-step process for handling different types of enquiry. The HTA considers an enquiry to be a request for information from someone outside the HTA.
4.
The key aims of the enquiries system were to:

· implement a unified HTA process for handling and logging enquiries and their responses
· ensure that enquiries receive high-quality, consistent and timely responses
· introduce efficiencies around enquiry handling
· improve knowledge-sharing
· improve management reporting and review 
5.
Whilst the enquiries log records the time taken to respond to an enquiry from the day it was received, the HTA does not currently record the amount of time spent compiling the response in the enquiries log. 
Key observations
6.
Some key observations from this first quarter of enquiries reporting follow:
· We received more enquiries by phone than via any other channel.

· We received more enquiries on body donation than on any other subject area. The ‘how to donate your body to medical science’ web page is also consistently in the top five most visited pages on our website. 


· We received a very high number of media enquiries during the quarter – 142. This is more media enquiries than we received in the whole of 2008/09 (120 in total). The high volume of media enquiries relates to the media release we issued on altruistic donation and our regulatory action in Wales.


· We received more enquiries about research than any other licensed sector. We also received a high number of enquiries about organ transplants and licensing in general. 


· We received 15 Freedom of Information requests during the quarter. A separate paper has been provided to Members about the HTA’s Freedom of Information policy. 
Using the enquiries data

7.
We plan to review the enquiries data on a monthly basis to track trends and inform the development of new advice and guidance. For example, during this quarter we received a relatively high number of enquiries on DNA and as a result we will be reviewing the information that we provide on our website about this subject. 
Appendix A

HTA quarterly enquiries report June – August 2009

1,169 enquiries were recorded in the enquiries log between 1 June and 31 August 2009.

344 of the enquiries were received by phone, 283 by email, 5 by post and 3 face-to-face (the other 534 were body donation enquiries and the route by which they are received is not recorded for these).
1,154 of the enquiries were responded to within the 20 working day deadline (99%).

The top five subjects that enquiries were received on were:

· 534 body donation

· 142 media enquiries

· 119 licensing

· 57 research

· 52 organ transplants

Type of enquiry by month
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Subject of enquiries by month
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Overview of enquiries by month

	
	June 
2009
	July 
2009
	August 2009
	Total

	Total
	393
	387
	389
	1169

	Type
	
	
	
	

	Email
	113
	85
	85
	283

	Phone
	119
	107
	118
	344

	Face-to-face
	2
	1
	0
	3

	Post
	3
	0
	2
	5

	Fax
	0
	0
	0
	0

	Response times
	
	
	
	

	Deadline met
	99%
	97%
	100%
	99%

	Subject
	
	
	
	

	Accommodation
	0
	0
	0
	0

	Anatomy
	5
	8
	8
	21

	Body donation
	156
	194
	184
	534

	Bone marrow transplants
	5
	0
	1
	6

	Business and strategy
	0
	0
	0
	0

	Communications
	0
	0
	4
	4

	Complaints
	1
	1
	1
	3**

	Consent
	10
	9
	4
	23

	Contracts
	2
	0
	0
	2

	Data protection
	0
	0
	0
	0

	Directions
	0
	0
	0
	0

	Disposal
	4
	5
	4
	13

	DNA
	5
	3
	4
	12

	Ethics
	0
	0
	0
	0

	Fees
	3
	2
	0
	5

	Finance
	1
	1
	3
	5

	FOI
	5
	3
	7
	15

	Governance
	1
	1
	0
	2

	HR
	0
	3
	0
	3

	Human application
	11
	16
	15
	42

	Import and export
	5
	4
	3
	12

	Inspections
	0
	0
	2
	2

	IT
	6
	1
	4
	11

	Knowledge and quality management
	2
	4
	3
	9

	Legal advice
	0
	0
	1
	1

	Legislation
	4
	6
	6
	16

	Licensing
	45
	38
	36
	119

	Media enquiry
	59
	27
	56
	142

	Organ transplants
	21
	23
	8
	52

	Parliamentary Questions
	2
	0
	0
	2

	Post mortem
	11
	12
	11
	34

	Purchasing
	0
	0
	0
	0

	Public display
	3
	7
	1
	11

	Reporting
	0
	1
	0
	1

	Research
	25
	17
	15
	57

	Service Level Agreements/Third Party Agreements
	0
	0
	1
	1

	Storage
	0
	1
	7
	8


** Two of the complaints received were about licensed establishments and   
     one was about the HTA. 
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