


In May 2019, BABICM and CMSUK asked CQC to confirm if case managers needed to 

be registered. As you can see the answer was not as clear cut as everyone might have 

hoped.  

 

 

 

 

 

 

 

 

 

 

  

Tracey Clarke, Virtual Administration 

Tracey Clarke has worked with many case managers to help go 

through the CQC process. Tracey joined the Snap Q&A session to 

help answer the question:  

 

As a case manager, should you be registered with the CQC? 

  
About Virtual Administration. 

“We support Case Managers with the completing of the Registered Manager, New Provider and 

Statement of Purpose documents as part of their registration application to the CQC. 

We also provide the additional documents that are required as part of the application, for example, 

financial viability form, business plan, safeguarding policies, emergency plan, plus many more. 

Our hand-held support with this initial process is a big step and requires lots of information 

gathering, along with our knowledge and understanding of how to complete the questions in 

relation to the case management services provided”. 

www.virtual-administration.co.uk/cqc-registration-inspection 

 

Letter from CQC to CMSUK and BABICM 2019: 

Re: Request for clarification regarding Case Managers being registered 

Thank you for your letter which I received by email on 9th May 2019 requesting 

clarification as to whether Case Managers are regulated by the Care Quality 

Commission (CQC) and, if so, under which regulated activity. I should say firstly that 

it is not possible to provide a definitive answer as to whether all Case Managers 

and Case Management companies must register with CQC, given their very varied 

duties and the differing circumstances of their involvement. While I am happy to 

provide a general response the matters you raise, you may also wish to take your 

own legal advice, as may individual Case Managers and Case Management 

companies… 

http://www.virtual-administration.co.uk/cqc-registration-inspection


At its simplest:  

• If you carry out a ‘regulated activity’ as a case manager, you are required by 

law to register with the CQC.  

• The regulated activity which is most likely to be relevant for a case manager, is 

Personal Care. 

• If any of your clients have personal care needs and any of their support 

workers are directly employed (i.e. not agency staff) you must be registered 

with CQC. 

 

What is Personal Care: 
The CQC’s definition says the provision of personal care for persons who, by reason of old age, 

illness or disability are unable to provide it for themselves and which is provided in a place where 

the person resides (in their home). Physical assistance given to a client: eating/drinking, toileting, 

bathing, dressing and oral care. The prompting or supervising of the types of personal care listed 

above. 

As a case manager, if you do any of the following you must be registered for 

‘Personal Care’.  

• Creates and reviews the care plan, including making changes as necessary, in consultation 

with the client.  

• Monitors the personal care provided by the support worker(s) to the client and, as a result 

of this monitoring, takes responsibility for replacing the support worker(s) for any reason.  

• Seeks the views of the client receiving the service or you as the case manager, acts as their 

advocate. As a result, advises or directs changes to the activity of the support worker, such 

as changes to the frequency of visits, or the type of care provided, or the way in which the 

support worker performs the agreed tasks 

• Arranges a rota of support workers so that visits and care are provided when required by 

the client.  

• Continues to charge the client for the service being provided by the support worker, 

excluding where arrangements have been made to enable a one-off introduction fee to be 

paid by instalments.  

• Agrees to organise cover for any sickness or leave that may arise – other than when the 

client makes an independent request to introduce another support worker to cover leave or 

sickness.  

 

Even where the deputy is the employer of the support worker(s) and you as the case 

manager are responsible for the direct provision of the care to the client, as in 

supervising/managing the support worker(s) – you need to be registered with the CQC. 

 



We are aware of case managers who have approached CQC and asked to be registered, only to be 

told that a Case Manager is unable to do so. This highlights that some employees of CQC are not 

clear about the role of a case manager.  

We have also heard of case managers who have received a letter like the extract below, which 

appears to be sent automatically. We show this not as a scare tactic, but to pre-warn you, you could 

receive one of these, even if you have had no previous contact with CQC. 

 

 

 

 

 

 

 

 

 

 

 

 

 

What to do if you realise you should be registered with CQC and/or have received a similar letter: 

 

1. Don’t Panic! CQC want Case Managers to be registered to ensure best 

practices are being followed and clients safeguarded. CQC was not set up 

with case managers in mind, you may need to explain your role to help 

them understand what you do. 

 

2. Don’t bury your head in the sand! If you carry out a regulated activity, 

you do have a legal responsibility to be registered with CQC. (Individuals 

are not able to register with CQC, it will be the company you work for or 

your company if you are an independent case manager).  

 

3. There is plenty of information available to help you decide if you 

should be registered with CQC and how to go about it. The following page 

provides useful links and of course, you can contact Tracey at Virtual 

Administration if you have any questions. Speak with CQC.  

 

Any responses to this letter should be emailed to EnforcementComms@cqc.org.uk 

IMPORTANT THIS CORRESPONDENCE CONCERNS A SUSPECTED CRIMINAL OFFENCE  

Reference number: MRR1-111000000  

Dear xxxxxxxxx,  

We are writing to notify you that we have grounds to suspect that you may have committed 

a criminal offence and that this offence may be continuing. Please read this letter and 

consider the response options set out below. You may wish to seek independent legal advice 

before responding to this correspondence...  

The Offence The criminal offence you are suspected of committing is contained in Section 10 

of the Health and Social Care Act 2008. This section makes it a criminal offence to carry on a 

regulated activity in the absence of being registered with CQC to do so. If you are charged 

with a Section 10 offence, the matter can be dealt with in the Magistrates’ or Crown Court. If 

convicted the Court can impose an unlimited fine and/or a sentence of up to 12 months’ 

imprisonment… 

 



Useful Links: 

 

Virtual Administration: CQC Registration and Getting CQC Ready 

Tracey Clarke, Virtual Administration: tracey@virtual-administration.co.uk 

CQC Document: Personal care: 'ongoing direction or control of the service' 

Hayley Willdig, Registration Inspector is the person looking after the case manager 

applications - Hayley.Willdig@cqc.org.uk 

Skills for Care are the main organisation the CQC signpost to for any training in 

relation to Leadership and Management for Registered Managers. 

 

  

 

 

 

To hear about details of similar Q&A/Online events, please email 

sally@snapcare.co.uk to be added to our mailing list. 

https://www.virtual-administration.co.uk/cqc-registration-inspection/
mailto:tracey@virtual-administration.co.uk
https://www.cqc.org.uk/sites/default/files/documents/20120223_800199_v2_00_personal_care_and_ongoing_direction_external_version_for_publication.pdf
mailto:Hayley.Willdig@cqc.org.uk
https://www.skillsforcare.org.uk/Leadership-management/Leadership-and-management.aspx
mailto:sally@snapcare.co.uk

