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TFT Learner Involvement/Feedback Policy

1. Purpose

To define how TFT collects and analyses feedback from learners and uses this to inform a continuous cycle of improvement that enhances the learner's experience.

2. Values

In line with our company values, TFT believes that;

· Feedback is essential to enable it to fulfill its mission and implement real results for our learners, enhancing individuals' potential through lifelong learning.

· Learners are considered to be one of our key stakeholders and therefore their perspectives on TFT provide valuable insights into our policies and practices.

· Learners are given regular opportunities to contribute their views through regular and systematic feedback activities.

3. Scope

This Policy is intended primarily to improve the experience of learners by collecting information across regions for national analysis. The focus is to achieve good collection through robust systems and effective use of feedback in order to improve our training solutions and overall strategies.
The Policy allows flexibility for a range of targeted feedback methods to take place from the start of the learner journey.

The Teaching and Learning department will also collect their own learner feedback in relation to the virtual learning environment and the individual workshops that take place to compliment the overall programme. 
In addition an Employer/Customer survey will be developed to enhance the feedback process. Feedback will be collected from all those involved in training to support the findings from learners e.g. delivery staff, employers and sub-contractors.
Learner Progression will also be tracked through a destination survey produced 12 weeks prior to programme end dates. These will be communication to Operations, Quality, Customer Relations and Learner Support to inform quality improvement plans for continuous development.
4. Policy

This policy aims to:

· Define a range of opportunities for national collection of feedback from learners

· Identify appropriate methodologies for the collection of feedback

· Set standards for the collection and analysis of feedback, e.g. frequency of collection, survey design, sampling methods

· Clearly define key roles and responsibilities for carrying out feedback collection and analysis

· Identify appropriate reporting mechanisms for feedback to ensure that action is taken

· Monitor, evaluate and review the design and delivery of feedback on an annual basis.

5. Implementation process for collecting feedback
The main vehicles for collecting and analysing feedback will be through each stage of the learner journey:

Recruitment 

TFT’s Commercial Team/Customer Relations Team work with employers to recruit learners onto learning programmes.  They carry out skills scans and learner enrollment.
Learners can be recruited at any time throughout the year.
Feedback is collected verbally at this stage via two different methods;

· Informal conversation between learner and TFT staff member from the Commercial Team at the time of their enrollment. Feedback received is communicated through to the Quality Team via email.
· Verbal questions between learner and Learner Support Department to be carried out 4 weeks after enrollment. (Tel review action plan – 1st call doc)

Analysis of this feedback will be completed by Learner Support Advisor and communicated to Quality Team on a monthly basis which will inform an improvement plan in relation to marketing and learner recruitment.
Induction

Learner induction can happen either on a one to one basis, within a group setting or via online learning (currently under development) by Assessor or Learner Support.

Learners can be inducted at any time of the year depending on when they start the programme.

Feedback is collected at various stages by Learner Support and Internal Verifiers;

· Learner Views Questionnaire (paper and online) will be sent out yearly in April and November and analysis carried out by Learner Support Advisor and communicated to Quality Team.

· Internal Verification Learner Interview will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  Analysis and IV trends are carried out by Quality Team quarterly and feedback and improvements highlighted via Total Quality Focus newsletter.
· Focus Groups will be carried out yearly and feedback will be analysed to inform quality improvements

*E-induction will contain an online user survey that will be analysed by the Moodle Co-ordinator and communicated to quality team quarterly to inform an improvement plan.

Analysis of all feedback will be communicated to Operations, Teaching and Learning and Commercial to inform improvements around the induction process.
Initial assessment 
TFT currently have two parts to their initial assessment.  They have skills scan and interview at enrollment/learner recruitment stage and the learner’s then complete and online module on OLLIE.  Assessor then discusses and transfers the results to the learners Individual Learning Plan.

Initial Assessment can take place at any time throughout the year.

TFT are currently implementing a new BSKB solution which will be implemented Dec 09/Jan 10 which will allow for more formative and summative diagnostic assessment to be carried out with the learners. 

Feedback is collected at various stages to ensure effective initial assessment has taken place;

· Learner Views Questionnaire (paper and online) will be sent out yearly in April and November and analysis carried out by Learner Support Advisor and communicated to Quality Team.

· Internal Verification Learner Interview will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  Analysis and IV trends are carried out by Quality Team quarterly and feedback and improvements highlighted via Total Quality Focus newsletter.
· Internal Verification portfolio sampling will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  Analysis and IV trends are carried out by Quality Team quarterly and feedback and improvements highlighted via Total Quality Focus newsletter.

· Focus Groups will be carried out yearly and feedback will be analysed to inform quality improvements.

· Desk activity will be carried out by Learner Support and Audit on an on-going basis sampling completion of OLLIE, trial BSKB and completion of ILP’s.

Analysis of the feedback will be communicated to Teaching and Learning, Commercial and Operations.

Teaching and learning  
TFT meets employers needs when developing programme schemes.  Schemes of work and teaching and learning resources can differ depending on company, qualification, access to OLLIE and in-house training programmes.

Learners can access teaching and learning materials at any time throughout their programme.

Feedback is collected at various stages to ensure teaching and learning materials are being used and meet the learner’s needs;
· Internal Verification Learner Interview will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  Analysis and IV trends are carried out by Quality Team quarterly and feedback and improvements highlighted via Total Quality Focus newsletter.

· Internal Verification portfolio sampling will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  Analysis and IV trends are carried out by Quality Team quarterly and feedback and improvements highlighted via Total Quality Focus newsletter.

· Focus Groups will be carried out yearly and feedback will be analysed to inform quality improvements.

· Learner Views Questionnaire (paper and online) will be sent out yearly in April and November and analysis carried out by Learner Support Advisor and communicated to Quality Team.

· Internal Verification observation of assessment will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  

*Teaching and Learning have there own policy and procedures around collection and use of feedback.

Analysis of the feedback will be communicated to Teaching and Learning and Commercial.
Progress Reviews 

TFT carry out progress reviews during every assessment visit.  Progress reviews are carried out by the Assessor with the learner, Assessor and mentor/manager (where applicable).
Learners are left with a copy of the completed review document and have the opportunity to comment on their progress.

Feedback is collected at various stages to ensure learners are happy with the progress made;

· Learner Views Questionnaire (paper and online) will be sent out yearly in April and November and analysis carried out by Learner Support Advisor and communicated to Quality Team. 
· Internal Verification portfolio sampling will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  

· Internal Verification observation of assessment will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  

· Internal Verification Learner Interview will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  

· Assessors complete progress reports which are analysed by Customer Account Managers and Learner Support.  Any learners who are a concern or unsatisfactory are followed up.

Analysis of the feedback will be communicated to Assessors, Learner Support, Operations and Commercial/Customer Account Managers

Assessment 

Assessment visits are carried out every 4 weeks with all learners.  Assessments can be face to face, examinations or remote support.  Assessments are recorded on assessment paperwork, ILP, Summary of Achievement and progress reviews.

Learners are provided with assessment feedback straight away and have copies of appeals and complaints procedures.

Feedback is collected at various stages throughout the programme;

· Internal Verification Learner Interview will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  Analysis and IV trends are carried out by Quality Team quarterly and feedback and improvements highlighted via Total Quality Focus newsletter.

· Internal Verification portfolio sampling will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  Analysis and IV trends are carried out by Quality Team quarterly and feedback and improvements highlighted via Total Quality Focus newsletter.

· Focus Groups will be carried out yearly and feedback will be analysed to inform quality improvements.

· Learner Views Questionnaire (paper and online) will be sent out yearly in April and November and analysis carried out by Learner Support Advisor and communicated to Quality Team.

· Internal Verification observation of assessment will be carried out according to the Internal Verification strategy and plan and feedback is communicated to Assessor and Team Leader to aid Assessor development.  

· Exam results are analysed by Exams Team and Quality Assurance Manager and communicated direct to learners via The Insider.
Analysis and feedback is communicated to Operations, Learner Support, and Commercial.
Achievement

Achievement is monitored via TFT’s success rates.  TFT also have various learner questionnaires to capture feedback around achievement.  

Achievement can happen at any time throughout the year depending on start date.
Feedback is collected via;
· Learner Views Questionnaire (paper and online) will be sent out yearly in April and November and analysis carried out by Learner Support Advisor and communicated to Quality Team.

· Learner Exit Questionnaire (paper and online) will be completed as soon as they have completed a programme or have advised that they are leaving without completion.  These will be analysed twice a year and communicated to the quality team. 
· Focus Groups will be carried out yearly and feedback will be analysed to inform quality improvements

Analysis and feedback is communicated to Operations, Commercial and Audit.

Progression
TFT provides the opportunity for learners to progress onto further vocational programmes on completion.
Progression pathways are discussed with customers/employers.

Feedback is collected through;

· Learner Exit Questionnaire (paper and online) will be completed as soon as they have completed a programme or have advised that they are leaving without completion.  These will be analysed twice a year and communicated to the quality team. 
· Focus Groups will be carried out yearly and feedback will be analysed to inform quality improvements

Analysis of the feedback is communicated to Commercial and Operations.
Additional collection will be through; 
· The recording and monitoring of complaints using the Complaints Procedure

· The recording and analysis of suggestions and complaints received through the website.

· The Learner Newsletter (The Insider) is also evaluated via a questionnaire sent out with every edition. 

Learners are informed about methods of feeding back through their learner handbook and on improvements made following feedback through the monthly learner newsletter. 
6. Management

Learner feedback is managed through the Quality team and the senior team.

7. Monitoring

Through appropriate data collection, analysis and reporting. Procedures for monitoring feedback from learners is as identified below;
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8. Evaluation and Reporting

Effectiveness will be measured and reported on against:

· LSC Success Rates and the national benchmarks

· Common Inspection Framework (CIF)
· Framework for Excellence (FFE)

· Self Assessment Report (SAR)

· National Learner Satisfaction Surveys (NLSS)

The Policy will be reviewed annually through the Self Assessment process. 
9. Links to other policies and documents

This policy is part of the TFT learner journey policies and processes.
There are particular links with:

􀁺 Complaints Procedure

􀁺 The Equality and Diversity Policy

􀁺 Matrix Quality Standards
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