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Learning Performance Link
Quality Management Policy for education, training and development

	Quality assurance

	Purpose, vision and mission

	To develop and nurture a culture of service excellence and best practice in all the business and management functions of Learning Performance Link, so that Learning Performance Link remains at the cutting edge of the occupation-directed education, training and development sector.
Our mission is to empower all Learning Performance Link employees and clients through sustainable, strategic and ‘state of the art’ training and development interventions, underpinned by the principles of the NQF.



	Objectives
	· To determine if the outcomes and standards specified in relation to the provision of education, training and assessment are achieved;

· To ensure that Learning Performance Link performs its quality assurance function in line with world best practice and ETDQA requirements.

	Scope
	This policy aims to deliver the quality assurance of training and development by the management of quality in four key areas:

1. Design and development of programmes
2. Selection of practitioners
3. Delivery of training

4. Assessment of learning. 
In addition, the evaluation of training materials must conform to the quality standards laid down in this policy.



	Maintaining QMS


	Overall responsibility for ensuring that the principles laid out in this policy are maintained will rest with the Chief Executive.
The Chief Executive will be responsible for:

· Setting of all policy, practice and procedures relating to the development and implementation of the Learning Performance Link Education & Training Quality Management System.

· Ensuring conformance with all policy, practice and procedures that relate to the Learning Performance Link Education & Training Quality Management System.

· Implementing mechanisms to review and improve the QMS.

· Remaining up-to-date with regard to national and international trends and best practice in quality management.

	
	Day-to-day responsibility for the implementation of this Quality Management System rests with the Training Manager. The Training Manager is responsible for:

· Coordinating the implementation of the QMS

· Reviewing education & training practices and procedures according to the QMS.

· Reporting on the conformance/non-conformance of education & training practices and procedures in relation to the requirements of the QMS to the Chief Executive.

· Co-ordinating the implementation of corrective action to eliminate non-conformance or to improve the QMS.
· Conducting audits of the QMS to determine level of conformance to the QMS.
· Advising Learning Performance Link staff on all aspects of the QMS including its review processes and areas for improvement.

	Reporting on the Education & Training Quality Management System


	The Training Manager must compile a report on conformance/non-conformance of the implementation and maintenance of the QMS. These reports will be compiled based on criteria laid down by the Chief Executive and submitted to the Chief Executive every 6 months. Each report will be reviewed by the Chief Executive. Based on this review an action plan will be developed and agreed upon between the Training Manager and the relevant staff member to correct any non-conformance. The actions required to correct non-conformances or improvements will form an input into the following Quality Management Report.

A schedule of reviews will be developed on the various aspects of the Quality Management System by the Training Manager on an annual basis. Each of these aspects will then be reviewed by staff with the Training Manager. The findings of the audit will also form an input into the six-monthly conformance/non-conformance report.

	Quality Management Reports


	The report required to be submitted by the Training Manager every 6 months is called the Education & Training Quality Management Report. The title of this report will also contain the period of time that the report covers.

The following criteria will be contained in the report and must be dealt with by the Training Manager:

· Scope of the QMS - this relates to the specific area(s) that the QMS applies to. 
· Total number of assessments conducted for the purposes of awarding a national unit standard.

· Number of successful assessments conducted for the purposes of awarding a national unit standard.

· Number of unsuccessful assessments conducted for the purposes of awarding a national unit standard.

· Number of moderations conducted on the above assessments and a summary of the moderation results.

· List of training interventions conducted.

· Detail of appeals made by learners concerning decisions on competence against national unit standards by assessors.

· Detail of any non-conformance to the QMS.
· Proposed action plan to remedy the above non-conformance.
· Summary of follow-up on action plans to correct previous non-compliance and improvements to the QMS. 

· Specific area(s) of the QMS that have been scheduled for in-depth review by the Training Manager.

· Other detail that the Training Manager deems necessary or is required to report on from time to time.

	Review and amendment of the Quality Management System


	The Training Manager will undertake a review of the QMS on an annual basis. 

This review will be made on the basis of all the Quality Management Reports submitted for the past year (which will include suggestions for improvement), interviews with staff and a focus group of experienced staff which may also include people external to Learning Performance Link. Recommendations made by the focus group will be forwarded to executive management for approval. Once approved the Training Manager will communicate amendments to all relevant staff. The Quality Management Manual will then be updated. 



	Senior management support of QMS


	The Training Manager is the custodian of the system that monitors and maintains the standards of education and training within Learning Performance Link. The Training Manager will act as coordinator for all issues that relate to the Education and Training Quality Management System. This will include liaison with support staff, practitioners and associates regarding the implementation and maintenance of the Education & Training Quality Management System. (QMS)



	Service level agreements and contracts
	All parties to standards-based service level agreements are required to ensure that the most recent versions of standards are applied.

	Access, management and distribution of policies


	· Overall responsibility for the management of education and training policies rests with the Training Manager. This responsibility includes:

· Ensuring that amendments to policies are carried out;

· Ensuring that training staff are notified of any changes to policies.

· The Training Manager is responsible for the control of access to and distribution of policies within the organisation.

· The Training Manager must, upon receipt of a notification of policy change or amendment, ensure that policies are updated and distributed to all appropriate parties.

	Access/Distribution
	Company policies, operating manuals and formal agreements are available at LPL office. Once a policy has been finalised it is available as required to all Learning Performance Link staff. This includes amendments and supplements to policies, manuals or agreements. (See management of policies.)

	Management
	Policies are managed and maintained via the Chief Executive. Once a new policy is published or an existing policy has been amended the changes are enacted through the Chief Executive.


	Non conformance
	

	Non conformance policies


	Learning Performance Link aims to deal with non-conformance in a progressive and holistic manner. In principle non-conformance needs to be dealt with as close to its origin as possible. Therefore it is the responsibility of assessors, moderators, learners, practitioners and associates to identify non-conformance and to report it to the Training Manager.

Non-compliance with the quality management system must be reported to a manager. A copy of this report must also be sent to the Training Manager. The Training Manager must then decide whether the alleged non-conformance is in fact a non-conformance or not. Once it has been established that a non-conformance has occurred or is still occurring the Training Manager must then take appropriate action to rectify the situation where appropriate. 

Irrespective of whether the Training Manager views the alleged report as a conformance or non-conformance the detail of the report and what action taken (where necessary) must be included in the next Quality Management Report.   

Where a plan of action is not successful in correcting the non-conformance the Training Manager will deal directly with the staff to rectify the situation. 



	ETD practice compliance


	Overall responsibility for ensuring compliance with ETD practice and procedure rest with the Chief Executive. This responsibility is delivered at operational level through the Training Manager, who is responsible for:

· Reviewing education & training practices and procedures according to the QMS.

· Reporting on the conformance/non-conformance of education & training practices and procedures in relation to the requirements of the QMS to the Chief Executive.

· Coordinating the implementation of corrective action to eliminate non-conformance or to improve the QMS.
· Conducting audits of the QMS to determine level of conformance to the QMS.
· Advising Learning Performance Link staff on all aspects of the QMS including its review processes and areas for improvement.    



	Review and audits

	Compliance of ETD policies


	The Training Manager will develop a report based on the content of all the quality reports that will be distributed to all managers. This report will be used to proactively address potential areas of non-conformance in their area.

	Compliance of legislative requirements


	Learning Performance Link will perform its Quality Assurance function within the various appropriate legislated environments. Relevant legislation includes, but is not limited to:
· The SAQA Act

· The ETQA regulations of ETDQA
· The Skills Development Act

· The Skills Development Levies Act

· The Labour Relations Act

· The Employment Equity Act

· The Occupational Health and Safety Act

	Audits by ETQA
	It is a requirement of the accreditation process that Learning Performance Link shall be willing to subject itself to quality audits by the ETDQA.
Learning Performance Link declares its willingness to partake wholeheartedly in the audit process.

	Managing learning programmes
	Learning programmes must be:

· relevant;

· fit for purpose;

· designed in line with the requirements of unit standards and/or qualifications registered on the NQF.

Each programme will include the relevant knowledge and measurable outcomes to ensure that facilitators/assessors and learners have a clear understanding of the purpose of the programme. 

Each training programme will include transparent measurement tools such as written tests or assignments, oral tests, practical tests or learner assessments.

Learner resources will be user-friendly and take cognisance of the level of language of the target group.

	Research/ needs analysis
	Learning Performance Link may require new learning programmes for a variety of reasons including:

· new regulations/legislation;

· to gain a competitive edge;

· to improve quality;

· the development of new unit standards, outcomes, skills programmes or qualifications.

The Training Manager will conduct a regular training and development needs analysis in consultation with all employees. The results from this analysis will form the basis for the annual Workplace Skills Plan.

Learning Performance Link will use a variety of methods for identifying training needs including:

· assessment results;

· skills audits;

· critical incident reports;

· workplace observations and feedback;

· moderation;

· learner feedback;

· development interviews.



	Standards
	Adult learning principles will form the basis of the development of the design of all learning programmes. These include active learning, repeated practice, meaningful information, multi-sensory learning and feedback.

Training programmes will be designed in such a way that learners with special needs can be accommodated.



	Unit standard alignment
	Wherever possible all learning programmes will be aligned with unit standards registered on the NQF. Where standards do not yet exist the programmes will be developed in line with outcomes-based principles.



	Control and distribution
	Learning programmes, facilitator guides and learner resources will be circulated to all relevant persons. An electronic and hard copy record of all material will be kept on file, with back-up systems. 



	Evaluation of training programmes and materials 

Process
	To ensure quality in training and development is maintained it is necessary to review all learning material on a regular basis to ensure that it is current, relevant, in line with ETDQA and SAQA requirements, and aligned with and appropriate to the relevant unit standards/qualifications.

The review process will include learner evaluations, learner achievement results, practitioner/assessor feedback and feedback from clients. Reviews will be conducted annually.



	Selection of facilitators

	Learning Performance Link aims, through the training and development of its staff, to foster behaviours among those staff that create a positive attitude, enthusiasm, loyalty and commitment to the goals, objectives and mission of the company. Fundamental to this is the role of facilitators in the organisation, and therefore the management of qualify standards in their selection is critical.



	
	· Practitioners will be encouraged to work towards the Occupation Directed Education, Training and Development Practitioner qualification(s); 

· Facilitators must be an expert in the area they will be training.
Facilitators must also comply with the following criteria:

· they must be able to explain and answer questions relating to the content of the training course;

· they must have demonstrated ability to coach and facilitate learning with an outcomes-based approach;

· they must be able to add value to the delivery of the course.

	Delivery of training
	It is not sufficient simply to ensure quality in the selection of facilitators; to achieve excellence in the area of training and development in our organisation we must also manage and assure the quality of training delivery. This will be achieved through the use of assessment, evaluation and reporting systems, as follows:



	Facilitators

	· An annual assessment of facilitators’ skills will be conducted. This assessment will be based on the criteria for selection of facilitators. (see Selection of facilitators, p.6) Feedback on the assessment will be given to the facilitator, and a development plan created for any areas identified as needing improvement.

· Learners will be required to complete an evaluation of the training course, the venue, the facilities, and the skills of the facilitator. This will also form part of the input into the annual assessment of each facilitator.

· Should a facilitator decide to reduce or extend the duration of a training course it must be reported to the Chief Executive, together with a rationale for the change in duration of the course, before the course is trained.



	Assessment and Moderation

	The achievement and maintenance of quality standards in the assessment of learning is an essential component of an integrated training and development system. As well as determining the competence of learners, assessment serves as a tool in the management of quality of both facilitators and programmes.

The detail of the Learning Performance Link assessment system is to be found in our Assessment Policy; this QMS policy deals with the standards to be achieved by the system. 

	
	· All programmes developed will be required to have an appropriate assessment at the end of the course.

· On completion of a training course facilitators are required to submit a report detailing the number of successful assessments versus the number of people attending the course. Assessors will be selected on the basis of their expertise in the area they will be required to assess.

· Assessors must be an expert in the area they will be assessing in. 

· Assessors must have completed the programme that they will be an assessor for;

· Assessors must have sat in on at least one assessment relating to the programme that they will be involved in.

· All assessments will be conducted according to the requirements laid down in the Learning Performance Link assessment guides that are produced for each unit standard/ training programme. 



	
	

	Learner support
Learning impaired

Language support

Counselling and guidance

Coaching
	In accordance with the Employment Equity Act, learners will not be unfairly discriminated against on the basis of disability. Facilitators will be made aware of the specific learning disabilities of any learner and required to make allowance for these. Such allowances could include giving learners access to more practical and visual training, use of posters, pictures, written and audible resources, training videos and interpreters, and oral questioning.

Although the majority of the education, training, assessment and development programmes will be offered in English, translation support will be provided to learners who have not yet achieved the required English literacy level.
If the facilitator/assessor identifies a learner with problems, the facilitator/assessor will try to establish the nature of the problem through discussions with the learner. The learner will be given all necessary support, guidance and resources to assist with overcoming the problem.
Coaching needs will be identified by the facilitator/assessor when the learner fails to meet the organisational requirements (standards) or during the skills analysis assessment done with the learner. Coaching needs must be discussed with the learner throughout the training session or prior to starting/during the assessment. Learner progress will be monitored on an ongoing basis to ensure that the transference of knowledge and skills has been successful and sustainable.


	Managing ETD staff
	The Training Manager is responsible for the overall implementation, maintenance and review of the QMS. This includes the communication of the quality policy to all ETD staff to ensure that the objectives are met. The quality assurance role will be reflected in the key performance areas of the individual ETD practitioner. All expected outcomes will be clearly defined and communicated. Each ETD practitioner will measure themselves against these clearly defined outcomes on a quarterly basis and produce a report for the Training Manager, which will be consolidated into the six-monthly Education and Training Quality Report submitted to the Chief Executive.


	Process
Induction of new ETD staff

Identify and confirm expected outcome and respective measures
Document and distribute expected outcomes and measures

Produce a monthly QMS report

Review of report
	As part of the induction programme, all practitioners will meet with the Training Manager, in order to ensure that the QMS is fully understood, as well as the individual’s role in implementing the quality policy. The Training Manager will advise new ETD staff on their responsibility with regards to the QMS and the QMS process.

Each person will be advised as to how each outcome is to be measured and the process that is to be followed. Any outcomes or measures considered inappropriate by the staff member will be identified and reviewed. 

Once both parties have agreed upon the outcomes and measures the expected outcomes and measures will be documented. The original copy of this document will be stored in a safe and secure manner and will be accessed when appropriate.

It is the responsibility of ETD practitioners to produce a quarterly report. Details of the report will include:

· Outcomes achieved in accordance with measures

· Outcomes still to be achieved

· Outcomes achieved not included in agreed document

· If appropriate, reasons why outcomes have not been achieved

· Areas of concern.

The report will be submitted to the Training Manager.

The Training Manager will review all reports submitted by ETD practitioners on a monthly basis, to ensure that all practitioners are performing their function according to the standards specified. It is the responsibility of the Training Manager to investigate and resolve any problems.


	Staff development
Objectives

Performance appraisal
	Learning Performance Link is committed to sustaining a continuous programme of training and development for its management and staff complement in order to advance with changing times, and thus ensure professional delivery and a competitive edge.
· To identify areas of training that each employee required in order to perform his/her function to the required standard and to ensure that these are addressed;

· To identify training needs arising from the introduction of new technology, techniques or legislation and ensure that these are timeously addressed;

· To identify those employees with the potential and willingness to move to other positions within Learning Performance Link and to prepare employees to be available for such opportunities through providing appropriate developmental training;
· To ensure that Learning Performance Link is positioned to meet the challenges of skills development and the National Skills Development Strategy.

As part of Learning Performance Link’s commitment to staff development, a performance appraisal system is under development to ensure that all staff are given the opportunity to achieve their full potential.



	Managing administration
Learner records

Certification

Staff records

Data security


	Administration processes and procedures have been designed to support the 
education, training and development process and are in integral part of the quality management system.
Learner records are private and confidential, and as such are only accessible to the learner themselves, and the ETD practitioner responsible for that learner. Overall responsibility for the confidentiality of learner records rests with the Training Administrator.
The following records for all learners will be accurately captured, maintained and updated in order to reflect valid information:

· Personal information

· Course registered for

· Any forms or reports for counselling, career advice or remedial

· Formative assessments

· Summative assessments

· Assessment results.

Reports that capture the learner’s progress and learning achievements will be provided regularly to learners and their sponsors.

Learner records are stored at the LPL office, in a safe and secure manner. Any records removed from the office must be signed for by the individual concerned, and logged both in and out of the office.
Accurate recording of the issuing of certificates of competence is an essential part of the administration system. Once a learner has been assessed as competent, and their status has been confirmed by the moderator, an organisational letter of competence is issued. A declaration of competence is sent to ETDQA, who then issue a record of achievement, at which time a certificate of competence is issued by LPL.
All certificates have a unique number, which is recorded in the learner’s records as well as on the certificate register. Access to certificates is strictly controlled and monitored.

Administration of staff records, contracts and TOR is the responsibility of the Training Manager, and is dealt with in the same manner as learner records.
The purpose of data security is to protect Learning Performance Link’s data from loss, damage or illegal access, whether internal or external, deliberate or accidental. 

Each employee will be granted access to data/information required to fulfil his/her function. Each employee is responsible for the security of data/information assigned to them and may not disseminate this information unless authorised to do so. An employee may not bypass data communications security and is expected to report any threat to data security to the Chief Executive.
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