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Strategic Statement
Suzette Davenport QPM
Chair, UKROEd Board

UKROEd provides the central governance, 
standards and consistency of the police 
NDORS scheme (National Driver Offender 
Retraining Scheme).  Whilst the scheme has 
run for more than 20 years, UKROEd’s new 
governance structures were only established 

in 2016.  In the last twelve months we have continued to 
develop and strengthen our approach.  We have added 
three new non-executive directors to the board in order 
to ensure independent views and challenge.  

NDORS is provided by a tripartite partnership consisting 
of the police, police providers (courses) and UKROEd 
ensuring quality and consistency.  In 2018 we set a 
challenging plan to develop many areas of our business 
whilst at the same time maintaining business as usual - 
ensuring high quality courses to those members of the 
public, wherever they are in the UK, who have decided 
to use the NDORS Scheme.

During this reporting period we have continued to 
assess all licensed trainers, instructors and providers.  
We have also redesigned and consolidate the courses 
used by UK police forces. We instituted an independent 
review of the police cost recovery fee undertaken by 
Grant Thornton UK LLP.  The UKROEd administration cost 
recovery fee has been reduced and fixed for the next 
three years.

In order to make us more accessible, a new website 
(www.ndors.org) has been established. This  ensures our 
partners have access to the most up-to-date guidance 
and policy for the Scheme.  It has also improved the 
offer process providing choice and a consistent course 
selection process across the UK.  Much of the work 
that we have commenced this year will continue into 
2019/20.

I am proud to chair the UKROEd board and the work that 
we have done with the executive officers to develop 
UKROEd and the Scheme.  We remain convinced that 
improved driver awareness and behavioural change 
helps reduce road deaths and serious injuries and we 
are committed to working with colleagues and partners 
across the UK in this endeavour.
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At a glance: the UKROED year in figures

3661,348

693

1,419,240
attendees on all NDORS courses during the year to 

March 2019, an increase of 3,741 on the previous year.

33 police forces who responded 
immediately to UKROEd’s mobile 
phone offences consultation.

357
driving coaches trained.

£1,828,721
the surplus for the year to 

March 2018 gifted to our parent 
charity, the Road Safety Trust.

30,318 people completing the online 
‘Your Belt Your Life’ course.

£3 the administration fee charged to course 
participants. The fee was originally £5 but 
was reduced to £4 and then to £3 for the 
calendar year 2018.

23%
the reduction in a 

driver’s likelihood to 
reoffend after attending 
an NSAC, compared with 

someone who chooses 
to take the penalty 
points and a fine.

13%
the increase in total 
number of licences 

held by trainers.

NSAC trainers 
subsequently trained 

by instructors.

SCD/WDU trainers 
trained.

2 million
eligibility checks processed by 
the DORS+ system, confirming 

whether or not an individual 
can be offered a course.

22
organisations fully licensed to provide NDORS 
courses. An additional nine provisional licence 

holders may use their status to bid for local force 
contracts as and when they arise.

£653,564
the amount committed as grants to 
projects by the Road Safety Trust in 

the year ending March 2019

67
instructors 

trained to ‘train 
the trainers’ on 
the new NSAC 

2018.

41
additional licence assessments 
conducted, measured against 

predicted totals for the six-
month period from April to 

September.

trainer licence 
assessments conducted.



Introduction
Jerry Moore OBE
Chief Executive, UKROEd 

The NDORS Scheme has been running since 
the 1990s and there have been many changes 
over the 20 years or so of its life.  In 2010 we 
introduced UK-wide availability with cost 
recovery and in 2016 NPCC formed the Road 
Safety Trust as a grant-giving charity and 
UKROEd as its wholly owned trading subsidiary 
company.  Since then there has been much 
work to introduce the company, keep the cost 
recovery process running and take over the 
governance of the scheme to ensure it is high 
quality, consistent and available everywhere.

This is our 2018/19 annual report on the 
achievements and issues we have met over 
the last 12 months. The role of UKROEd is to 
assist police forces to offer high-quality courses, 
consistently in all force areas, so as to change 
behaviour and play our important part in the 
reduction of collisions and injury to road users.

Commitment
One thing I can say is that our staff have been 
working extremely hard over the 2018/19 
financial year to ensure the Scheme meets these 
needs and I would like to thank them for their 
commitment and hard work.  We have focused 
on providing the most up-to-date courses, 
the very best presentations for the trainers, 
and meeting our quality aims by assessing the 
providers and the 945 active trainers using 
in excess of 2000 licences to help them meet 
the standards our great Scheme requires... 
consistently everywhere someone attends.  

Our achievements include:
n Completely redesigning our courses, 
rebuilding presentations, adding video and 

other visual representations. 
n Helping instructors tutor the trainers in the 
new requirements and providers change to the 
new courses.  We continued to evaluate every 
trainer for all their licences, providing guidance 
when finding areas for improvement and 
acknowledging when we saw good practices.
n Reviewing the cost recovery fee and 
reducing our central administration fee when 
possible, while continuing to collect and pay 
cost recovery fees to support policing.  
n Building new seat belt and cycling internet 
courses, reviewing our use of data and bringing 
in the highest level of data protection to those 
being offered the interventions and those 
licensed by us. 
n Understanding and responding to our 
responsibility to the Welsh Language, both 
from a cultural and business perspective, by 
setting-up our own in-house Welsh Language 
Unit. This gives us the ability for the first time 
to independently quality assure the Welsh 
Language content of all our courses. This will 
ensure that both languages are treated equally 
and our courses continue to be delivered to the 
same high standards, in whichever language 
our clients choose.
n Procuring a piece of ongoing research and 
evaluation of our courses (with TRL) to ensure 
they meet our desired outcomes with the very 
best results from those attending.
 n Updating the DORS national software 
program to use information dynamically and 
to introduce a national access portal for those 
wishing to take a course. This has brought 
consistency, and further supports the ethos of 
the offender being able to choose to attend at 
a location of his or her choice. It has also raised 
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>> >>Attendance up in 2018-19
The number of people attending 
an NDORS course in 2018-19 was 
1,419,240, up 3,247 from the 
previous year.

New senior staff
Following a strategic review, Jerry 
Moore’s role changed to Chief 
Executive and Ruth Purdie joined as 
Chief Operations Officer.



This has brought consistency, and further supports 
the ethos of the offender being able to choose to 

attend at a location of his or her choice.
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our data security and permissions, as well as 
bringing in the new internet courses to the 
system.

Leadership
I was very pleased to welcome Ruth Purdie 
(pictured below left), who joined in 2018 as 
our new Chief Operations Officer. Ruth was 
previously General Secretary of TISPOL, the 
European Traffic Police Network, where she 
spearheaded the expansion of several pan 
European collaborative policing projects. 
During her time with TISPOL, the organisation 
collected two Prince Michael International 
Road Safety Awards. I know that everyone 
at UKROEd has already gained from Ruth’s 
experience, wise counsel, knowledge and 
enthusiasm, and I wish her every success in her 
time with us.

Relationships
In 2019 we will be concentrating on our 
customer relationships, consultation and 
generally how we interact with those partners 
who are providing part of the service that 
the public want and are offered behavioural 

change courses when they digress.  To support 
this we have introduced a new website to make 
it easier when looking for advice and guidance 
as well as policy and instructions.  

We will be providing a direct link through the 
website to enable partners to contact us and 
have the necessary dialogue when there are 
issues we can help them understand, or so that 
they can inform us of areas we need to make 
changes and improvements.

Finally, we have introduced our Academy 
to help provide bespoke courses and skills 
training for our staff, instructors, monitors and 
trainers to raise all of our levels and continue to 
raise the quality and standards of the courses 
delivered. Most importantly this recognises 
the needs of the NDORS family and enable 
our members to show the high standards they 
reach and their skills and competency.

I hope this report of our progress over 2018/19 
is useful to you and highlights how we continue 
to review and change the scheme to meet the 
highest standards and best outcomes.

UKROEd, what we do and where we fit

The company: UKROEd is the wholly owned trading subsidiary of the Road Safety Trust, a grant-giving charity 
funding projects to improve road safety in the UK.

The scheme: We are responsible for the scheme known as National Driver Offender Retraining Scheme (the suite 
of educational courses offered to drivers by the police service, under specific circumstances, as a disposal option 
in place of prosecution or the issue of a fixed penalty notice). 

The agreement: We have a signed Scheme Administration Agreement with the National Police Chiefs Council, 
setting out our responsibilities with regard to the scheme. 
In summary, our two main responsibilities are: 
n   the development  and maintenance of the database of those offered courses;
n  the quality assurance of the courses themselves.

>> >> >>Brand new website
In May, our new website was 
launched, providing much more 
functionality. On average, 22,000 
people use the site each month.

Brand new courses
Following an extensive period of 
review, research and development, 
the new NSAC, SCD and WDU courses 
launched. 
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In 2018-19 total attendees to NDORS courses 
including Your Belt Your Life (YBYL) increased by 
1.5% on the previous year. The total attendees over 
the last five years remains constant.

The total attendees on 
National Speed Awareness 
Course (NSAC) in 2018-19 
remains constaNt.

our PERFORMANCE

1,188,483

77,664

21,584 13,682 1,273

1,183

1,418,977 people 
attended 

NDORS courses 
during 2018-19

Of the total 1,418,977 
people who completed 
NDORS classroom 
courses, NSAC, NMAC 
and WDU account 
for 97% of total 
attendances, with NSAC 
alone accounting for 
84% of total.

COURSE NUMBERS

115,108
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AS OF 31 MARCH 2019 we haD 945 Trainers 
holding 2,066 licences to deliver all course 
types as illustrated. The total number of 
licences held by all Trainers increased by 
13% from THE PREVIOUS YEAR.

The introduction of the National 
Motorway Awareness Course (NMAC) in 
2018 required significant work to train, 
license and assess our Trainers. 92% 
NMAC licences WERE awarded in 2018-19.

NMAC 
licences

Assessments 
completed

Outstanding

MORE THAN 
ONE QUARTER of 

advice notices issued 
in 2018-19 highlight 
excellent practice

Minor improvement
Exceed expectations
Compliance activity

Data obtained from DORS

68%5%
27%

7

Assessments completed 
by course type

N
SA

C

N
M

A
C

W
D

U

N
D

A
C

 P
/S

C
D

 C

N
D

A
C

 P
/S

C
D

 T

N
SA

C
20

D
4

C

Glossary 
NSAC: National Speed Awareness Course NMAC: National Motorway 
Awareness Course WDU: What’s Driving Us NSAC20: National Speed 
Awareness Course (20mph offences) SCD: Safe and Considerate Driving
D4C: Driving for Change RIDE: Rider Intervention Developing Experience.

the average cost OF AN 
ASSESSMENT in 2018-19 compared 
with 2017 decreased by £6, a 3% 
saving in this business area.
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OPERATIONAL HIGHLIGHTS

NEW NSAC, SCD AND WDU COURSES 
LAUNCH on 1 NOVEMBER 

UKROEd ACADEMY OPENS 
FOR BUSINESS 

STRATEGIC PROGRAMME 
MANAGEMENT

There is a brand-new look coming to speed awareness courses across the 
UK. Following a comprehensive review of content and delivery methods 
conducted by UKROEd, the new-look course, along with the SCD and 
WDU courses, were adopted by all course providers from Thursday 1 
November.
   Dr Fiona Fylan, who heads the UKROEd Course Development Unit, 
said the new line-up of courses represented a significant iteration of 
our material and that the update would be welcome by the public who 
attend and benefit from the courses.
   “We made a commitment to take the course delivery to a new level of 
quality and engagement,” she said. “That’s why we have included a suite 
of custom-made videos, animations and other resources that make the 
courses more enjoyable, client-focused and interactive. After all, if people 
are enjoying being there, then they are more willing to see and absorb a 
different point of view.”

UKROEd Quality Manager Sarah DiSalvo oversaw the 
development of the UKROEd Academy during 2018. All 
the hard work culminated in offering the Academy’s very 
first course in January 2019. This course was designed 
specifically for internal monitors, giving them valuable 
knowledge and experience of the new courses recently 
rolled out by UKROEd. 
    Sarah said the Academy would be committed to 
tailoring courses to be NDORS specific and ensure that all 
stakeholders receive the same standard of training.  Initial 
plans are for courses on behaviour change, coaching, 
internal quality assurance and health and safety. 

This has been a year where massive change has been 
carefully planned, developed and delivered. The company 
currently has 22 separate projects or areas requiring 
significant pieces of ongoing work. This effort comes at an 
impressive investment cost - in excess of £3 million.
   This substantial push by the company to deliver 
significant upgrades; has at its core six strategic  projects: 
DORS+, PentiP, Police Offer forms, the development of 
two new on-line courses, the online hosting of these 
courses and finally the evaluation by the Transport 
Research Laboratory over three years.
   The delivery of these projects is forecasted for early 
March 2019 and delivery to the public in April 2019.
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NEW WEBSITE BRINGS 
GROWING ENGAGEMENT 

DEVELOPMENT BEGINS FOR 
NEW ONLINE COURSES

welsh translation unit 
confirmed

The launch of the new NDORS website in late May 2018 has 
brought about a rise in the number of people visiting, and 
the average length of time they stay on the site. 
n On average there are 22,038 unique visits. 
n The average user visits 3.24 pages per session and spends 
2 minutes 03 seconds on the website. New users have 
increased from 81.5% to 82.32% in the last three months of 
2018. Since new users offer the best growth opportunity, we are very happy to see this number increase.  
n 55.44% (11,168 users) of our visitors came through mobile devices. Interestingly this is likely to become the norm, as 
Google has stated that nearly 50% of world online traffic now goes through mobile portable devices. As the new NDORS 
website is mobile friendly, it is already optimised for mobile indexing.  
n In terms of what is searched for, we have seen keywords and phrases such as “how much does a speed awareness 
course cost” and “booking a course for a driving offence” rise. 
n The main keyword “speed awareness course” attracts 18,100 searches a month, keeping it stable as the second most 
searched phrase. 
The website has been further developed and now has a functionality to host meeting and event invitations, the new 
Training Academy programme, newsletters and the public and members’ area, together with a comprehensively 
refreshed corporate look and feel. Thanks to the quality of information held in the FAQs section of the website, 
the number of enquiries directed to UKROEd has reduced to a handful per week. The website will continue to 
be developed.

The next generation of online education courses for seat 
belt and cycling offences was announced by UKROEd late 
in 2018. These will replace the existing online options 
for seat belts and pedal cycle offences, which have been 
available since 2011. They are designed to raise awareness 
and encourage people to make positive changes in 
behaviour. 
   Thousands of offenders have been referred to them, 
successfully completing the courses as an alternative to 
prosecution. The new contracts were signed in September 
2018 and are for a minimum of three years. 
   The new courses will be available to all forces to adopt 
and are expected to come online in Spring 2019.

UKROEd now has its 
own independent 
Welsh Language 
capability. This allows 
all trainer led delivered 
courses, workbooks 
and on-line courses to 
be quality assured, to 
enable the standard of 
Welsh being used is of 
the highest possible 
standard.
   We have included 
an obligation on the 
translators that they 
meet the requirements of UKROEd
in respect of accreditations, qualifications and experience, 
which shall include being a member
of Cymdeithas Cyfieithwyr Cymru (the Association of 
Welsh Translators and Interpreters).
   The unit works in a specific way so that one translator 
actually translates the piece of work and a second 
translator will quality assure it, ensuring standards are 
being met. 
   It is expected that the use of the Welsh Language Unit 
will become business as usual in terms of all UKROEd’s 
products used in Wales.
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Operations

We promised: 
to oversee an effective and efficient Scheme, supporting the 
police forces who participate and the organisations licensed 
to deliver the courses. 

We DELIVERED: 

Reviewing performance
The Scheme currently processes approximately 1.4 million 
course attendees per year. We are constantly planning to 
ensure there are sufficient resources available to the police to 
process these offenders. 

In the last quarter of 2017, offenders who had been detected 
on the smart motorway system had started to feed into 
the Scheme. Working with the Course Development Unit, 
training of the instructors and trainers has been continuously 
rolled out across 2018 and will carry on as the smart 
motorway network enforcement technology expands on 
the Strategic Road Network of England. These matters are 

separately devolved in Wales, Scotland and Northern Ireland.

Policy production, communication and 
review

Several existing policies and other NDORS materials have 
been amended throughout the year to meet the changing 
needs of the scheme.

The Operations business area assisted the finance team on 
the ‘Cost Recovery Data Collection’ project, in which Grant 
Thornton UK LLP was commissioned to design a new costing 
methodology.

A significant part of the project was designing a data 
collection form which would be sent to all police forces in 
England and Wales. The form was initially piloted in early 
2018 to ensure it was quick and easy to use.

 

Quality Assurance

We promised: 
high-quality courses, presented consistently by motivated 
people and quality-assured by knowledgeable assessors. 
So we committed to provide licensee assessment on a two-
year basis, with strategic deployment of assessors and a new 
Training Academy. 

We DELIVERED: 

Licencee Assessment
The plan required that all licence assessments for 2018 were 
completed in a timely manner to a high standard. This has 
been achieved through a cross-check and cleansing of the 
local database to ensure all licence assessments were valid, 
ensuring robust, reliable data.  

All trainers were contacted to check their licence details and 
it was discovered that some had retired, some no longer 
deliver certain courses and others do so very infrequently.  
The database is now up to date and checked regularly to 
ensure reliable data and reports can be generated which 
enable the team to achieve their objectives.

THERE WAS A HUGE RESPONSE TO THE SET OF 
QUESTIONS SENT TO FORCES REGARDING THE 
‘USING A MOBILE PHONE WHILST DRIVING’ 
OFFENCE. WITHIN ONE WEEK 33 FORCES OUT 
OF 45 HAD RESPONDED. 

GETTING DOWN TO BUSINESS

>> >>Smart motorways
Training of instructors and trainers 
has been continuously rolled out 
as enforcement of the Strategic 
Road Network expands.

Licence assessments
Completion of all licence 
assessments for 2018 has been 
achieved to a high standard 
and in a timely manner. 
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Assessor Development
All assessors are required to attend standardisation meetings 
at least once per year.  Due to new course creation and 
development, 2018 saw major changes for the assessment team.  
This necessitated extended training of assessors by the CDU.

Assessments on the new courses are now starting to take 
place and the appointment of a Lead Assessor will assist 
the QA manager to ensure the quality and consistency of 
assessment is further enhanced. Continuous professional 
development is key to ensuring that members of the 
assessment team carry out their roles in a professional 
manner.  

Over the last eighteen months, seven of the assessors have 
achieved the advanced driving standard as endorsed by the 
Royal Society for the Prevention of Accidents (RoSPA) or IAM 
RoadSmart. This contributes to their own safety as well as 
reinforcing their credibility to our driving coaches.

Over-achieving the LicenCee Assessment 
target

The chart shows the comparison between licence 
assessments which were due in each month against those 
which were completed.

There are 14 NDORS assessors (16 including the QA manager 
and administrator), who conduct licence assessments 
throughout the UK.  In the six-month period shown in the 
chart, an additional 41 licence assessments were conducted 
against planned assessments.  This has occurred as a 

result of the co-trainer also being assessed on the planned 
assessment, or a course provider change of trainers. Close 
monitoring and forecasting of licence renewal dates ensures 
that the QA team can allocate resources in a timely manner in 
a bid to over-achieve on the assessment target.

Academy Update
There was a slight delay to the scheduled ‘launch’ of the 
UKROEd Training Academy in September 2018. However, 
a beta site has now been built and the QA manager and  
administrator will be building the content in January 2019 for 
a projected launch date of March 2019.  

The first year will see a small number of course offers 
which are specifically tailored to our internal stakeholders. 
Evaluation will take place at regular intervals to review the 
courses and add or remove to enhance the Academy’s course 
delivery. 

In 2018, the QA team carried out stakeholder requirements 
analyses, achieved Awarding Organisation approval and 
started to write and develop the courses in line with national 
standards and NDORS requirements.

Course Development

We promised:
development, review and delivery of high-quality behaviour 
change courses, with full reviews on a three-year cycle, 
based on the latest academic evidence and the results from 
evaluation research.  

We DELIVERED: 

Dynamic Course Development
The Course Development Unit works with leading experts 
in road user behaviour to develop, review and deliver high 
quality behaviour change courses. Every three years, courses 
undergo a major review, which involves reviewing the latest 
evidence around road user behaviour, behaviour change and 
re-building the courses based on that evidence, along with 
feedback from instructors, trainers and assessors. This year 
two new course groups were developed:
Safe and Considerate Driving (SCD) and 
What’s Driving Us (WDU)

These two courses replaced the National Driver Alertness >>

>> >> >>Advanced drivers
Seven assessors achieved the 
advanced driving standard as 
endorsed by (RoSPA) or IAM 
RoadSmart. 

Launching the Academy
Content was built in the second 
half of 2018, ahead of the 
official launch of the UKROEd 
Academy website. 
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Course development (continued)

>> Course, the old What’s Driving Us, and Driving 4 Change. 
SCD and WDU have the same core classroom content, with 
SCD also involving an on-road  component with a driving 

coach. The course material has been completely re-written so 
that it is more engaging and easier for the trainers to deliver. 

National Speed Awareness Course (NSAC 2018)
This course is now much more interactive, with an additional 
module that addresses stress and pressure. It includes more 
material on 20mph speed limits, as the old 20mph course has 
been superseded and clients caught in all speed limits are 
sent on NSAC 2018.

Course updates
High-quality 3D animations and professional graphic design 
provide an engaging and professional product. For the first 
time the CDU worked closely with trainers to refine course 
content to enhance their ability to deliver the courses. 
Course manuals were produced that provide much greater 
detail on how to deliver the courses. A total of 67 instructors 
were trained to ‘train the trainers’ on NSAC and 63 on SCD/
WDU. Between them, these instructors trained 693 NSAC 
trainers, 366 SCD/WDU trainers and 357 driving coaches. 
For the first time a national trainer assessment was used, 
which aims to ensure a consistently high standard of delivery 
regardless of where trainers receive their training.

A BRAND NEW VIDEO ON SPEED AND 
STOPPING DISTANCES WAS COMMISSIONED 
FOR NSAC 2018. THE VIDEO HAS RECEIVED 
EXCELLENT FEEDBACK FROM COURSE 
TRAINERS AND PARTICIPANTS ALIKE.

Both courses have received 
praise from trainers and clients:

It is particularly satisfying 
watching the course do its 
job and you can certainly 
see client attitudes 
mellowing as the course 
progresses.  

The movie clip gives a credibility 
to the subject matter. I find 
clients more willing to buy in to 
the new material and accept 
the concepts we are trying to impart.   

A professional, fresh look from the presentation and 
with the mix of media means the new NSAC is much more 
engaging for all types of learners.   

Working in pairs is such a simple tool but it gets everyone 
involved and they seem to be staying on task and discussing 
what they have been asked to.  

I recently attended one of your speed awareness courses 
at the Latton Bush Centre and I wanted to report back 
on how excellent the course was. I was dreading it but 
the instructors Bruce and David made it so interesting.  I 
learned a lot. Thank you.

Mrs K,  Essex  

A big congratulations to the trainers, who gave my course 
power, seriousness. At the same time it was relaxing. They 
engaged the whole group in the process – I was extremely 
impressed. 

DP, Buckinghamshire

FOR THE FIRST TIME THE CDU 
WORKED CLOSELY WITH TRAINERS 

TO REFINE COURSE CONTENT 
SO THAT THEY ENHANCE THEIR 

ABILITY TO DELIVER THE COURSES 
EFFECTIVELY.

The 
Corporate 

Business Area 
oversaw 22 separate 

projects with a 
combined worth of 

more than 
£3 million.

>> >>Interactive course
The new National Speed 
Awareness course is much more 
interactive, with an additional 
module on stress and pressure.

Train the trainers
A total of 67 instructors were 
trained to ‘train the trainers’ on 
NSAC. They went on to train 693 
NSAC trainers.
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Independent Verification
This year the IPSOS Mori evaluation of NSAC was released, 
which provides evidence that people who attend the course 
rather than take the penalty points are 23% less likely to 
reoffend. While this is great news, UKROEd is committed 
to evaluating all its courses and so has commissioned 
Transport Research Laboratory to undertake a major piece 
of evaluation work. This will identify not only whether the 
courses reduce reoffending but also why: which elements 
are effective in changing behaviour. This piece of work will 
run over the next three years and will provide valuable 
evidence that will inform all future CDU work and will be of 
interest to the wider scientific and road safety practitioner 
community.

Corporate
We promised: 
strategic and corporate governance delivered by appropriate 
policy, procedure and guidance to support those 
stakeholders using the scheme. 

We DELIVERED: 

Exceptional Service
This has been a particularly busy year in terms of the 
strategic direction for UKROEd. Each Business Area has, 
under the new Chief Operations Officer’s direction, 
continued to provide an effective and efficient level of 
service and delivery. This should be viewed against the ‘lean 
and mean’ operating philosophy of the organisation, which 
ensures the highest possible quality of behavioural change 
products being delivered consistently to 1.4 million clients 
across the United Kingdom. The existing business model 
sets out clear lines of responsibility and is underpinned by 
properly documented Strategic, Delivery and Risk plans.

Strategic Programme Delivery
The company has expanded across all its business areas – 
with a high number of strategic objectives. This has not been 
without its challenges for what is after all a relatively young 
and dynamic organisation. The high number of objectives 
will reduce significantly in years to come. There has been 
a real focus on strategic programme delivery, with several 
separate but nevertheless critical interdependent projects all 
concluding in early March 2019.

This demanding programme of change will be delivered 
alongside business as usual by our interdependent business 
areas. The successful delivery of the corporate strategic plan 
will be measured simply by the smooth running of each area 
of work in tandem with achieving each specific strategic 
objective.

Compliance
We promised: 
consistent application and  conformity to the UKROEd licence 
framework. We ensured we would assess, investigate and 
take prompt appropriate action regarding any compliance 
risk that may impact on the reputation of the organisation 
and the scheme. We also committed to acknowledge 
examples of good work by providers and trainers.

We DELIVERED: 

QUALITY AND CONSISTENCY
The Corporate Compliance Business Area has dealt with a 
high number of referrals during the year. These investigations 
have ranged from the very simple and straightforward 
to the complex, involving complainants who are not 
directly connected to UKROEd. It is pleasing to note that 
the significant volume of work involved in reviewing each 
assessment offers demonstrable evidence that the high 
quality and consistency of courses insisted upon by UKROEd 
is being delivered as a matter of routine. These figures should 
be viewed in the context of 2400 planned assessments carried 
out over a two-year period, by 16 UKROEd assessors. from the 
1.4 million clients who attend courses annually.

This robust process demonstrates that by carrying out 
unannounced assessments by visiting trainers who are 
delivering live courses is showing to be a positive factor 
in maintaining high quality courses across the length and 
breadth of the UK. The CCU closely follows the NDORS 
philosophy of wherever appropriate seeking to learn and not 
to punish. 

The Unit has continued to relay a regular update of lessons 
learnt and emerging trends, both to providers and to trainers.

continued overleaf >>

>> >> >>Programme delivery
There has been a real focus on 
strategic programme delivery, with 
many separate but interdependent 
projects concluding early in 2019.

Compliance consistency
The volume of work involved 
in reviewing each assessment 
offers evidence that quality and 
consistency is being delivered.



14

UKROEd Annual Report 2018-19

15

Communications and 
Customer Relations

We promised: 
to consult and support all our internal stakeholders, while 
also ensuring our external stakeholders were kept informed. 
We based our work on a communications strategy that 
would promote a positive perception of the scheme. We also 
ensured the website was updated and maintained, and that 
we responded appropriately to media enquiries. 

We DELIVERED: 

Stakeholder Meetings
Meetings this year have included procurement meetings to 
assist eight forces with drawing up public sector-compliant 
tender documents for the delivery of NDORS courses in 
those force areas. In addition, we have been working with 
the Crown Office Procurator Fiscal Service who are seeking to 
award a contract to deliver SCD and RiDE in Scotland. 

There are currently 22 full provider licence holders to deliver 
the courses, with an additional nine provisional licence 
holders who can use their status to bid for local force 
contracts as and when they arise. Two provisional licence 
holders allowed their licence to expire during 2018, and one 
licence holder dropped from a full to a provisional licence 
after losing a local force contract.

In April, the Business Area assisted Gloucestershire Police 
through the transition process of from taking the scheme 
from the private sector to in-house. Gloucestershire 
Police is the latest police force to provide courses as a 
licensed provider. There were meetings with several other 
police forces and providers throughout the year to deal 
with business as usual, but in particular the financial 
arrangements around the scheme.

Website Development
At the beginning of 2018, our previous website developers 
had failed to meet the timescales agreed to deliver the next 
generation of the website. A new developer was sourced 
and in April the website was handed over to the developer 
to continue development. In late May, the new version of the 
website was launched, providing much more functionality 
than the old website. 

The website has been further developed and now has a 
functionality to host meeting and event invitations, the new
Training Academy programme, newsletters and the public 
and members’ area, together with a comprehensively 
refreshed corporate look and feel. The number of contacts 
made through the website due to the quality of information 
held in the FAQ section of the website has reduced to a 
handful per week. The website will continue to be developed.

Enhanced Communication Support
The Business Area has provided advice and support to assist 
in effective delivery against the three objectives set out in 
the Strategic Plan. Through 2018 there have been several 
opportunities to facilitate the development, creation and 
launch of new courses. Project management and close liaison 
between the Course Development Unit and a small group 
of carefully selected creative suppliers has ensured prompt 
delivery of course materials.

Feedback from pilot course delegates 
during the summer months was 

extremely positive.

The most significant project was a video which now forms 
part of the new National Speed Awareness Course. This was 
researched alongside the Course Development Unit and a 
number of external advisers. Feedback from pilot course 
delegates during the summer months was extremely positive.

Positive steps have been taken to maintain and enhance 
course materials through the medium of Welsh.

Attendance at numerous events during the year has provided
the opportunity for discussion and a greater understanding
of internal stakeholder needs. Support has also been given to
the Operations Business Area on occasions where guidance
has been required for internal stakeholders in how they are
able to communicate their own work in association with
UKROEd and the NDORS courses.

Communications: Strategic Development
A careful and judicious communication policy has continued
through 2018, balancing the integrity of UKROEd with the
inevitably short-notice demands of the media. The Business
Area has always ensured a close liaison with the National
Police Chiefs’ Council (and other stakeholders where

>> >>Progress in Scotland
We have been working with the 
Crown Procurator Fiscal Service 
who are seeking to award SCD and 
RiDE contracts in Scotland.

Welsh language
Positive steps have been taken 
to maintain and enhance course 
materials through the medium 
of Welsh.
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required, for example the Department for Transport) when
responding to national media enquiries. Some of these
enquiries have led to published stories, but in many other 
cases correspondents realised that there was in fact no story
to report.

The publication of independent research on the effectiveness
of the National Speed Awareness Course was delayed several
times, but eventually covered as an exclusive by a national
newspaper (the Daily Telegraph). Because it was essentially
a ‘good news’ story, it did not bring about a requirement for
much more media comment.

The Business Area has produced two substantial newsletters
during 2018, and provided suggestions and input for the 2018
UKROEd Conference.

Data Management

We promised: 
that UKROEd would maintain effective and secure information 
assets, ensuring full compliance with GDPR and UK data 
protection regulations. We committed to ensure that PentiP, 
DORS+ and our physical information assets would be 
effective, efficient and secure.

We DELIVERED: 

Review of Data Management
The introduction of the General Data Protection Regulations 
on 25 May 2018 has directed most of the work for the 
Data Management Business Area over the past year. The 
Regulations have prompted a thorough review of how our 
systems and information assets are developed, managed, 
and governed. The need to standardise and centralise these 
controls was highlighted by the review. This resulted in 
the establishment of a joint Information Risk Management 
Committee involving the Road Safety Trust, UKROEd and the 
Police to oversee the information security of our >>

>> >> >>NPCC liaison
We have always ensured a close 
liaison with the National Police 
Chiefs’ Council where responding 
to national media enquiries.

Financial model
We commissioned a project 
to devise a comprehensive 
financial model of participating 
police force activities.

A note from BBC Radio Gloucester followed our 
efforts to facilitate an appearance by Dr Fiona 
Fylan on a morning ‘phone-in’: 

“Thank you NDORS for being so efficient. 
Fiona was fab.” 

(Carly Appleby, BBC; 8 March 2018)

DURING 2018, AN EXTENSIVE UPDATE 
PROGRAMME OF THE SYSTEM 
INHERITED FROM THE HOME OFFICE 
IN SEPTEMBER 2015 WAS COMPLETED.
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 >> systems; the creation of a full GDPR document set; 
additional training; and a review on how the business area is 
set up.

DORS+ Update Completed
The DORS+ system tracks individuals under offer of, or who 
have attended, an NDORS Course. It is used by all Police 
Forces in England, Wales and Northern Ireland, on behalf 
of the Procurator Fiscal in Scotland, and by the contracted 
Course Providers for each force area. Organisations access 
DORS+ either manually through one of the four internet 
portals (Police, Supplier, Licence and Offer Portals) or from 
system-to-system interfaces. The DORS+ system processes 
around two million eligibility checks (which confirm whether 
an individual can be offered a course) and 1.4 million course 
completions per annum.

During 2018, an extensive update programme of the system 
inherited from the Home Office in September 2015 was 
completed. An upgraded Police portal was implemented 
in August 2018. It also saw the system transition to a new 
hosting provider which boosted system resilience by 
introducing a full disaster recovery / business continuity 
solution in geographically separated data centres. Levels 
of security were also increased, with full encryption of the 
DORS+ databases, enhanced encryption of data in transit, 
and improved monitoring. Work was started on the next 

major release of the system which looks to integrate non-
endorsable course offers into the core system and introduce 
an improved, GDPR compliant, business process. Roll-out is 
scheduled for the first half of 2019.

New PentiP Release
PentiP is the national fixed penalty processing system used 
by all police forces in England and Wales. The system is 
developed and owned by the Home Office with UKROEd 
providing product management services due to our unique 
expertise, knowledge and experience. PentiP and DORS+ 
work very closely together with 82% of all course offers being 
processed over the interface between the two systems. 2018 
has seen work focused largely on developing the next release 
of PentiP which automates the identification and course 
offer process for non-endorsable offences, improves printing 
functionality, and works to move towards more standardised 
processing. 

CONSTANT SYSTEMS IMPROVEMENT

o o oo oo o

SEPT 2015
V1.0

Transition
We inherited the system 
from the Home Office, 

replaced obsolete hardware 
and commenced hosting 

in a virtual ‘cloud’ 
environment.

JAN 2016
V1.1

Offer Portal
We completed a series of 

upgrades, allowing clients 
a much better and more 

straightforward experience 
of searching for a 
course date and 

location.

SEPT 2016
V2.0

Licence Portal
We launched the Licence 

Portal, which supports the 
Trainer Licence process. We 
also made the Assessment 

Request process 
automatic.

AUG 2017
V3.0

Supplier Portal
We improved the process 

for providers to manage their 
courses and course bookings. 

We also added automatic 
password resets.

JULY 2018
V3.0

Rehosting
We moved  to a new hosting, 
providing increased security 

and resilience. We 
introduced a disaster 

recovery/business 
continuity. solution.

AUG 2018
V3.1

Police Portal
We upgraded the system used 

to check eligibility 
and record course offers. 
This portal is also used by 

UKROEd to manage 
the Scheme.

MARCH 2019
V4

Non-endorsable courses
We completed a major 

upgrade to the Offer Portal, 
with the integration of non-

endorsable courses. We 
also decommissioned 

the legacy system. 

The DORS+ system processes 
around two million eligibility 
checks and 1.4 million course 

completions per annum.
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Financial Report
The company completed its third year of operations, having 
taken over the administration of NDORS during 2016. The 
company recorded a surplus of £3.1 million for the year to 
March 2017, £1.8 million for the year to March 2018 and a 
deficit of £0.8 million for the year to March 2019.

Over the period, the Administration Fee charged to 
course participants to cover the costs of the company in 
administering NDORS was reduced, initially from £5 to £4 and 
then most recently to £3.  The fees collected from participants 
amounted to £6.9 million in the year to March 2017, £5.6 
million in the year to March 2018 and £4.3 million in the year 
to March 2019.

Operating Expenditure
More than half of the operating expenditure of the company 
is dedicated to maintaining and developing the DORS+ 
database, which is core to the operation of the Scheme, 
while maintaining the highest standards of security and 
governance in respect of data processed.  

Significant sums are spent to commission academic experts 
to review and develop new and existing courses offered 
under the Scheme. 

Quality assurance processes testing and improving the 
performance of course provider organisations and individual 
training professionals is the third largest area of expenditure. 

Financial Model
During the year, the company commissioned a project to 
devise a comprehensive financial model of the activities 
carried out by police forces in participating in the Scheme.  
The model generated a representative national cost of £45 
for each course attendee. The cost is reimbursed by course 
participants as part of the fee paid to training providers.  The 
company collects the money from training providers and 
distributes it to the relevant police forces.

UKROEd Annual Report 2018-19

Dr Charles 
Musselwhite and Dr 
Shaun Helman spoke 
at the December 
Conference, while 
for members of the 
audience there was an 
opportunity to take part 
in interactive voting.

In December 2018, the annual NDORS conference was held 
in Cheltenham. Delegates were from police forces and full 
and provisional licensed course providers, with invited 
guests from other agencies. In all,130 people attended and 
heard keynote addresses from Dr Shaun Hellman (TRL) and 
Dr Charles Musselwhite (University of Swansea), as well as 
presentations from Highways England, the National Police 
Chiefs Council and the business leads within the UKROEd 
NDORS team. 
   There was also an interactive session where delegates were 
invited to vote on various topics and questions prepared in 
advance by business leads. This generated a good deal of 
discussion and debate.

The UKROEd 
2018 Conference

£
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THE Road Safety Trust
All of the surplus generated by UKROEd is 
gifted to its parent charity, the Road Safety 
Trust. The purpose of the Road Safety Trust 
is to make UK roads safer, achieving impact 
through the funding of practical measures, 
research, dissemination and education. 
   Thanks to this arrangement, the Road 
Safety Trust has been able to award £2.7m 
in grants to the end of March 2019 and has a 
further £2.6m available for future funding. 36 
projects across 25 organisations are carrying 
out work to help make UK roads safer as a 
result. For more information please see 
www.roadsafetytrust.org.uk

2019 UKROEd CALENDAR HIGHLIGHTS
Thurs 21 March
UKROEd Board Meeting
MIB, Milton Keynes

Weds 10 April

Thurs 20 June

Thurs 27 June

Thurs 18 July

Thurs 19 September

Weds 6 November

Tues 3/Wed 4  December

Tues 25 June

Weds 9 May

Weds 16/Thur 17 May

Thur 6 June

Training Academy Course
Level 2 Award in Health and Safety
Birmingham

NDORS Trainer Conference
Coventry

NDORS Trainer Conference
Leeds

Road Safety Trust  Board Meeting
London

UKROEd Board Meeting
MIB Milton Keynes

Road Safety Trust Board Meeting
and AGM

London

UKROEd/NDORS and Pentip 
National Conference

Venue TBC

UKROEd Board Meeting
MIB, Milton Keynes

Training Academy Course
Introduction to Behaviour Change
Leeds

Training Academy Course
Award in Delivering Training
Manchester

Training Academy Course
Emotional Intelligence
Birmingham

Road Safety Trust Board Meeting
London

Weds 24 April
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AT A GLANCE:
UKROEd is a private not-for-profit company, which conducts the management and administration of the NDORS Scheme on behalf 
of the Road Safety Trust. The name UKROEd is derived from United Kingdom Road Offender Education - emphasising its focus on 
the education and training of drivers who commit low level road traffic offences across the UK. 
   The functions of UKROEd are to provide course specification, quality assure trainers and providers and enable members of the 
public to choose where to attend a course anywhere in the UK. We are also responsible for the collection and distribution of course 
provider administration charges and police force enforcement cost recovery charges.
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