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Who are we?

The Institute of Registered Case Managers (IRCM) helps protect people who use
case management services. IRCM:

e Kkeep a list (a Register) of Case Managers (Registrants);

e Kkeep a list of Pre-Registrants — these are case managers working towards
Registration within an IRCM framework;

e set Standards for how case managers should work; and

e look into concerns about case managers.

Our role is to protect the public and maintain confidence in the case management
profession.

Who can | raise a concern about?

You can raise a concern about:
e a Registered Case Manager (a Registrant); or
e anindividual on the Pre-Registrant Pathway (a Pre-Registrant).

In this document, we use ‘case manager’ to mean both Registrants and Pre-
Registrants.

If you are unsure whether someone is Registered or on the Pre-Registrant Pathway,
you can search or contact us.

Who can raise a concern?

Anyone can raise a concern about a case manager. This includes:

e service users;

» family members or carers;,

e legal guardians;

e employers;

e commissioners; and

e case managers and other professionals including other health and social care
professionals.

You can raise a concern about your own experience or on behalf of someone else.
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What types of concern can IRCM support me with?

You might contact us if you think that a case manager:

is not working safely;

has behaved dishonestly;

has broken professional boundaries;

has put someone at risk or has caused harm;

has a health issue that is impacting their work;

has not followed the Standards of Proficiency in Case Management;
has been convicted of a serious crime.

We look at concerns where there might be a risk to:

e service users
e the public
e trustin the profession.

There is more information in the Fitness to Practise Policy (Registrants) and the
Professional Conduct Policy (Pre-Registrants), but if you are unsure if IRCM can
support, you can contact us and ask.

What types of concern can’t IRCM support with?

IRCM is not a complaints or compensation service.

We cannot:

get you a refund;

give you compensation;

solve contract disputes;

support with complaints about companies, only about case managers;
give legal advice.

We cannot investigate:

e case managers who are not on the Register or Pre-Registrant Pathway

e minor issues;

e personal matters that do not affect professional conduct or confidence.
If we cannot help with your concern, we will explain why and we may tell you about
another organisation that might be able to support.
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Is there a time limit for raising a concern?

We usually do not look at concerns about things that happened more than 2 years
ago. You should raise a concern as soon as possible after an incident.

If your concern happened more than 2 years ago, you can still contact us, but we will
ask you why it was not raised earlier, so we can decide whether we should
investigate.

How does it work?

1. Raising a Concern: You can raise a concern using the form on our website which
will help you provide the information we initially need, or by emailing us. Where you
can, we recommend that you raise the concern with the case manager or their
company first to allow them the chance to fix the problem. However, anyone with a
concern can raise it with IRCM.

2. Acknowledging the Concern; We will reply within 10 working days to say that we
have the concern.

3. Screening the Concern: We will review the information provided and decide if the
concern is about safety or professional standards or ask for more information.
Sometimes we might say that we cannot investigate, we will always explain why, and
we might give you the contact details of another organisation that can. We will let
you know within 20 working days of you sending the concern whether we will
investigate it. Sometimes, we might need to wait for further information, if we do, we
might pause screening until we have this information. We will let you know within 20
working days of you sending the concern if we need to pause screening.

4. Investigating: If we can look into the concern we might:

e ask you for more information;

e ask you for your permission to share the information you have provided with the
case manager;

e ask the case manager for their response;

e speak to other relevant people.

5. Making a Decision: Possible outcomes depend on whether the concern was
raised about a Registrant or Pre-Registrant. For a Registrant this may include:

¢ no further action;

e the case manager is required to complete more training;

e restrictions on how the case manager works;

e the case manager is suspended from the Register;

e the case manager is removed from the Register or Pre-Registrant Pathway.
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For a Pre-Registrant:

¢ no further action;
e the case manager is removed from the Pre-Registrant Pathway.

6. Appeals: The panel’s decision is shared with everyone involved. If someone
doesn’t agree with the decision, sometimes they can appeal — meaning you can ask
for another review in some circumstances.

What is a formal hearing?

Sometimes IRCM might hold a formal hearing. A hearing is a meeting where the
panel looks at the evidence and listens to the people involved. It is not a criminal
court. You do not have to attend a hearing. You can:

e provide written information instead;
e attend if you would like to;
e ask someone to come with you and support you.

If you attend the panel might ask you questions to understand what happened.

We understand that attending a hearing can feel stressful. If you would like to attend,
we will:

e explain what will happen in advance;
e answer your questions; and
e discuss any reasonable adjustments you might need.

Reasonable adjustments might include:

e extra time;
e breaks;
e adjustments for your communication needs.

What to expect from IRCM

It is normal to feel nervous when getting in touch with us, but we are here to support
you. We will:

e listen to you;

e explain what will happen;

¢ help you to raise your concern whether this is with us, or elsewhere;
e Kkeep you updated and let you know the outcome;
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e protect your information and maintain your confidentiality as much as
possible;
e ask for feedback and learn from your concern.

Will my information be kept private?

We will keep your information as private as we can. We will not tell the case
manager your name unless it is necessary to look into the concern fairly. However, in
many cases, the case manager may still be able to guess who raised the concern.
This can happen because of the details of what happened (for example, dates,
places, or who was there). When we share information it is because the case
manager needs to have enough information to be able to respond to the concern
that’s been raised.

If we need to share information with the case manager or someone else, we will try
to:

e share only what is needed;
e avoid sharing extra personal details; and
e talk to you first if we can.

If IRCM takes formal action, we may publish a short summary of the outcome. We
will not publish:

e your name;
¢ information about your health and/or the health of the service user;
e your contact information.

If you are worried about safety or being identified, please tell us when you raise your
concern. We will take this into account and consider what we can do to reduce this
risk.

How to raise a concern

You can:

e fill in the form on our website; or
e email concerns@ircm.org.uk

If you need help, contact us and we will support you.

Version Date Amendments
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1 20/03/2025

2 14/04/2026 Updated to include references to
Pre-Registrant and incorporate
professional conduct policy as
well as fitness to practice.
Simplified language and structure
to improve accessibility and
readability. More detail provided
for formal hearings. Clarified
confidentiality and identification
risks.

Review date: April 2027
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